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COMMUNICATING . 

Circle When 

Completed ^; ..^ ' ^ i. . 

C-1 Become acquainted with your neighbor. Obtain the following 

facts in 3 minutes. 

1) Name, 2) agency and job, and 3) gne interesting fact 
your neighbor wants to share with us. 
The instructor will ask you to introduce your neighbor to the class 

C-2 Read pages 5 and 6 » > 

C-3 Tell your instructor when you are ready to do Exercise #1 on page 



C-4 



Reflect upon Exercisife #1. Study page 8. Objectively analyze your 
ability to listen. J y yM 



C-5 Do Exercise #2 on page 9. Keep this exercise until your instructor 

asks for it, 

C*-6 Read page 10. 

Read pages 12 aHd 13, • 

C-8 Draft a letter to your office supervisor. See Exercise #4, pages 

15 and 16, Give draft to your classroom instructor. When'it is 
returned to you, make necessary changes if any and give copy to 
your classroom instructor-. Give original with enclosed envelope 
to your office supervisor. Bring reply from office supervisor 
back to your instructor. 

C-9 ^ Draft an invitation to your office Siupervisor. See Exercise #5 on 
page 17. Give draft to your classroom instructor. When it Is 
returned to you , make necessary changes if any and give copy to 
yoyr classroom instructor. Give original with enclosed envelope • 
to your office supervisor. Bring reply from office supervisor back 
to your instructor. ' • 

' \ ^ ' _ ■ X ■ 

G-IO Draft a thank-you letter to yqvr 6ffice .supervisor. See Exercise #6 
on page 18. Give draft to your Instructor. When it is returned .iTb 
you, make necessary changes if any and g^ve copy to your classroom 
instructor. Mail original to your officS supervisor. 



SPEAKING WELL 



AT W O R K 



Coftver sat ions at Work 

'■ ' ' ' 

Conversation at work becomes a teist of skill which requires you to have an 
alert mind,, words that will help you Express your ideas, and the desire to 
.listen to the other person. 

Promotions usually come to the peoiJtle who can represent their employers. 
As an office assistant you should becbroe very familiar with the programs 
and the mission of your of f ice 'and Agency. 

When you are doing the Speaking 

If you are speaking with someone yoy should be aware of the needs of your ' 
listener and adjust the topic of conversation to the interest of the 
listener » You must refmember that you need to share the conversation time 
with other people taking part in the conversation. Make sure that you do ' 
^2ot do all of the' talking when you are having a conversation with someone. 

Carefully select phe topic that you will talk about. If. you are talking^ 
about your work, you -need to* avoid gossip and things that are of a 
security nature. If you are just making conversation in general with your' 
co-workers'or visitors, you need to avoid sensitive subjects such as: 
race;, religion, politics, and sex* One tip is to pick subj^ts for • 
discussion that would be of interest , to the people that you are speaking 
with. ' * ' * V 

Break any habits that make people notice what you are doing rather than 
what ypu are saying. ; Anno"ying habits: looking around the. room rather thaa 
looking at the person, playing with beads or a neckiace, winding your 
wristW^tch, or moving papers at your'desk. 

* ■ ■ ^ ^* ' • 

. When you are >the Listener - * -'^ 

Without a listener, there would be no conversation]^ A good listener watche 
the speaker, keeps his mind on what isi being said, and. adds his thoughts ' 
, to* the speaker's while he is listening. ' . 

As a listener, you should be carpful not to be distracted. Outside noises 
• sometimes cause you not to listen. Sometimes the speaker, does things 
thfi^t make^you not want to listen. Be careful not to da^fdre^ about ^ 
something that you wish you .were doings Don't plan things like "what you 
are going to do after work," or "what you are going to cook tonight . " ^ 
Also, don't mentally .argue with the person that is dping the talking. ^ ' ' 
Many times we plan our arguments when our supervisor is talking to us\ 
When we do this, we- fail to hear all of the major' ideas he is telling usl 
YOU REALLY HA^ TO WORK TO^LISTEN. 



> When you want people to enjoy talking with you 

♦ . ^ ' 

1 . " Say yout words ,q1 early. ' • 

^ 2, Speak loud enough to be heard, * 
3„ iMake what you say seem interesting. 
4/ -Smile as you talk. 

5. Let thp otheri person talk too, , * ' 

6. • Listen-with Interest when someone else is ta}.king, 

^ 7. Don't get distracted by outside no^.ses or other things, 
8. ,Lopk a|^ the person who is.|f talking; \ 
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Directions: 



YOU S A I D^. 



iB U T, ]| S A 1 D- 



1. 
2. 

3/ 



Choose a partner, ' ^ 

Pick one of the conversatjLonai subjects listed below. 
Try to make your partner understand your point of view 
on the subject. " 



RULES: 



A. 

B.. 



D. 



E, The 



F. 



The partner ;on the left starts first. 

He sh^ is to' talk for about a minute and explain his or 

her .feelings about the subject. ' . 

^^^F.?^^ first person has explained his feelings, the partner 

on the right says what he t^hought you said. 'The exact words 

do not have to be used but i the exact ideas must be said. 'This should 

take about' one minute. ' 

The partner on the left who started the conversation then either: *^ 
(1) AGREES that wha^t the partner on the right just 

said i's .e:^actly what he was saying, or 
^2) TELLS AGAINvwh^t he said because ,the partner on the , / 
rij^ht flidn't qiuite understand. ' / 

partner on the rightf theft tries ^gain to tell the partner 
on the, left what he" thoijtght ;he. said. ' 
There is a five-minute time limit. ^ ; . . • 

Ten points are given -when .your partner understand^s what you ' 
were tryihg to e.xplain iJ^nd can tell it back to ^ou- 
THE EARTNER ON THE RIGljT then takes his or lier turti and follows ' ' 
the same procedui;e. . . - ~ , 



YOU MIGHT BE CALLED UPeTN TO EXPLAIN ?OUR PARTNER'S' POINT OF VIEW! 

CONVERSATIONAL SUBJECTS : (Th^se cpu^d be emotional topics.) 

1. . There is too much vipXence on T.V. programs today-*' 
" 2. There should be more pfeopl^ who be^lieve in/God. C 
^ 3.. Your pet peeve. - * 

4. Life^in the city leaji^es a lot to b'e .desired compared to the life 
in the country. ; ' • ^ 

5. School teachers shodid go on strike if insuf f icient>money is 
allocated to operate schools. 
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. WHY PEOPLE DON'T LISTEN TO YOU 

Be objective. Are you guilty of any of .these poor listening habits? 



1. You don't say your words clearly; so, people don't understand what 
you 're saying ; ' 

2. You talk too fast. 

3. You don't speak loudly enough: ' , 

4. You add too many unnecessary pauses such as: uh's, er's, well-uh's,, 
arid ah' s. 

5. You leave out some of jthe sounds in thp words. 

. . ^hfe word is * recognize . If you leave out ^*the! "g" sound you say 
> recuhnize. That .is , wrpng. ^ 

The word is government . If you leave out the "n ' sound the 
Word sounds like govermint. That is wrong. 



6. You add souYi^fe to word^. 

*«■ . ' ' 

The word is athlete . If you are not careful you say athuhlete.. 
/ That is wrong. ' v ^ 

The worcj is often . The /*t" is silent. If you are not careful 
you add the "t*' and say oft^en. That is wrong. 

7» You mispronounce words. * 

• / . . ; 

You say "jist'Vwhen you mean to say just . 
You say *'\ecuz'* when you mean to say because. 

V ) ~ . 

8. Your voice is not pleasant to listen to. You should check to make 

sure that you do not sound squeaky, hoarse, breathy, or too high pitched. 

9. You do annoying thing§», while you are talking. Some of these could be: 
covering your mouth with your hand or fingers, taking off your glasses 
and putting th^m back o'n, lookirig down at the floor while you are 
talking, or scratching your arm. '/■'■. 

10. ^ You don't look .at people while you are talking with them. 

11. You use your hands too much when you talk. 

12. You look like ypu' could "care less.*' Looking' uninterested really makes 
ypur listener "care less" about you. . 
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C0MMUIIICAT3^QNS:^ Exercise .#2 



LISIENING 'FOR EFFECTIVE COMMUNICATION 

■ ' .., . -* 

Dlrect^lons: ,' • 

In each of the following sentences, you did not hear a word Ur some words 
that . could change the entire meaning of what the- person speaking wanted to 
say. , ^ 

Fill in o^e word or seSreral words that would make the sentence; make sense 
to you. ^ ^ ' * , ' 

DON'T DISCUSS THIS EXERCISE WITH ANYQNE. • 

sentej«:es: 

1. Before you mail the letter, plea^se add the 



2. Please go to the xerox mac.hine and make . copies. 

3. V Lunch begins at ■ ^ ^ 

4. Dianne saw Barbara at ^ . ' 



5. Tell Mr. Jones that I can see him first thing in the morning 4t 



"8 

o'clock. 



6. ^ Quick, run dbwnstairs and pick me up 

7. Carmen 



six letters/ , 



8. Please ask the repairman to fix the 
it is driving me crazy. • 



/ 



9. Please tell Mr. McDonald that Mr. Jefferson 
attend the statff meeting tomorrow. 



10. Please ^ ^ the report before you show 

It to the director. 



Keep this exercise until^ your instructor asks for it. 
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A S A L I S T E N e"r D O ^ 0 U? . . ' 
Be objective. Do you practice these good listening habits? 

.'■ V . ' ■ ' ' ^ 

!• Make if a point ndt to interriipt someone who is speaking before - 
he finishes what* he Is-going %o say? ^ ^ - . 

*.* • ■ % ^ 

-2.' Avoid doing something else while someone is talking to .y6u? 

(Such as: booking at papers, looking at someone' else, winding 
your wristwatch, and. etc. )' 

3i Look/afc the person who is speaking with ypu? 

4. Think about what the person is saying? v 

5. Try relate what- is being said to things that you understand? 

6. Use some of the ii1?ormation that the per sob speaking' is giving' you 
to help you understand? ' >. 

» ^ . . - ■ , . <'> . 

7. Avoid being prejudiced by^ words used by other people that are .talking 
, with you? • , ' ^ V' - 

8. - Concentrate on what is being said instead of daydreaming or becoming 

distracted by 'things such as the way they are dressed o^^hat your 
plans for the evening are? , * 

9. Listen for ideas and feelings as well as the words and facts that 
are being said? ; ' ^ 

( ■ *,'' ^ ' 

10. Ask the person that you dre talking with to r.epeat a major point if 

you think that- ydu missed it or 1/ you are unclear about what was 3aid 



•A GOOD LISTENER MAKES. A GOOD FRIEND AND CO-WORKER ! . ' 
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'/ • HOW AR? tQU AT FOLLOWING DIRECTIONS? • ' ' 

- Dlrec1:lon8:y This is an iridijridual exer^iise. You. are to do this'on \r 

^'^^ o*^- ' Do ngt begin until' the instructor tells you.> 
IT . /When the instructor 'has you. start , you will have three 

• minutes to finish this eacercifee.,/ • 

- ••: v -^^ . • ^ ^ ^ : ■ 

1. Head everything be'^fore doing anything. \' ' ' ' 

• ' , ' - < ■ . ; ■ . ' ■ , 

• ^2. *Put your name* in £he upper right-hand corner, of this Dapec ' - ' 

^ ' . : ,- ■ ■ ^ * ^ . ' 

"3.; Circle the word "nAme" in. 'sentence two. ^ 

* • * , ' " • ■ ' ■ ' • 

4. Draw five smali;^ sq^iares, in the- upj^er right-hapd corner of this paper, 

• 5. /Put an V'x" in eac^phsquare'. - 
JfiJB^Put a circle around each* square. ^ . 

7 .**^f ter itjie title, write "^es, yes^ yes." . ' 

Q.. Sign your name a t the bottom of the page.. . ' * 

. , . • .. t. ' ■ •■ r ./, ■• . ■ •' 

9. Put a pirc4,6, around each word in 'sentence #8. . - " 
10.' Put ah "xV in the lower left-hand corner of this, paper. , 
11% ' ^ t,he back of this p^per multiply 5 by 5.4. ' " . ' v . • 

12. ^ Call biit yo,ur*fir'^t name when ypu rekd this sentence. 

13. Qri the back of this p^per , add 8, 18; and \ \ \, . - ' 

14. If you think you >aye followed all of ''the 'directions up to this • 
point, call ou,t. "I have." - ' . ' ■ 

15. Now'tha:t you have finished readLrig the directions carefully, do 
only. -sentences-^i^l ancj #2. * » ' . . ' ' 
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•,■ • HOW ARD tQU AT FOLLOWING DIRECTIONS? ' ' 

Dlrec1:lon8:y This la an indijridual exer<!ise. You. are to do this'on 
^ o^- ' Do begin until* the instructor tells you.. 

- . /When the instructor Ws you. start, you will have three 

• . minutes to finish this ejcerci fee.,/ 

. ^ ■ ^ f - - ' , . 

••: V ' ^' ' ' . ' ' ^ ■ ^ - ■ ■ ■ 

1. Ilead everything be^f ore doing anything. \ ' - 

• ' , ■ . , • ' 

; ^2. -Put your name* in Che upper right-hand corner/of this DapeiL. • - 

"^3. Circle the word "nAme" in 'sentence two. ^ 

4. Draw fjve small' sq^iares. in the- upj^er^right-hapd corner of this 

5. J Put aji V'x" in ea<4Phsquare'. ' 
j6^^Put a circle around each* square. 

7 .*v lifter :tjie title, write "^es, yes^ yes." ^ ' 

Q.. Sign your name a t the bottom of the page.. . ' ' 

■ ' . ■ ^- ' ' ■ '. • '■- ■/' . ■ 

9. Put a pirci6, around each word in 'sentence #8. . • ' 

10.' Put an "xV in the lower left-hand corner of this, paper. ^' . 
11'. t,he back of this p^per multiply 5 by 5.4. ' " . ;\ ' V 

12^ Call biit yoiur* f ir'^t name when ypu rekd this sentence. 

' V, - - * 

. \ ' • 

(> ^ „ ' ■ - 

13. Qri the back of this p^per , add 8, 18; and ^- \ \ . 

14. If you think you >aye followed all of ''the 'directions up to this 
point, call ou,t. "I have." - ' . [ 

15. Now tha:t you have finished readLrig the directions carefully, do 
only. -sentences-^i^l ancj #2. * » * . . 




^ -TIPS FOR THE. CLERICAL ASSISTANT - 

Keep pencil and paper beside your telephone for taking messages. 

Try to ^^|^^^^m[|pi||[bIephone the first time it rings. 

your desk be sure that the someone to answer , 

e you are out. 

Identify your office and yourself (if permissible) when receiving or 
pla<:ing calls. ^ 

Have a pleasant voice and speak clearly apd distinctly into the mouthpiece. 

Find out what -calls are to be put through to 'the boss even though he is 
in conference. 

Get the correct name and npjmber of cal ler s ^nd take accurate messages . 

Avoid keeping callers waiting while you are checking information, ask if 
you may call back. 

Don't refer callers to another person unless you are sure they can 
handle the matter 'he is cal 1 in|; about. 

Find out if personal calls are allowed in your office and il they are 
k^ep them to a minimum. 

Wait for the caller to hang up before you put the receiver down. 

Be considerate and .cour Leous with people and have a pleasing personality. 

Learn to Cooperate and get along with others. 

Don*t discuss your personal problems in the office. 

Don*t spread gossip. 

Dress appropriately for the office . 

Wear make-up and haii- styles that are suitable t t>r the otlict*. 
Always, he neat. 

KtuM ^' liMiK fe ' '?mU ' T rrrrrt T -rT t' ^- n" : — — ™ — — — — — 

he tactful w1r*u asking soiiuh)iu> tc^ di) soim^ thing 1 cir von. 
He prouij^t iu ro porting lor woik. 
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Find out what time you. are to go to lunch apd be prompt in returning 
from lunch and breaks. 

Let your boss know where you may be located when you are away from your 
desk. 

Be dependable. 

Find out your boss's like^ -d dislikes. 

Find out where supplies arc located and how they are obtained. 

Know the procedure's for handling mail. 

Familiarize yourself with other departments. 

» 

Take courses for sell improvement. 

Make a list of various forms used by the agency and instructions on how 
to prepare them. 

Don't he atraid to ask questions. 
Keep a list ot materials in the files. 

Make a list of shor thand ' l onus that are used in vour particular oltice 
so that iurther abbreviations may he added. 

Keep a manual with instructions tor routing* oltice procedures. 
Find out it there is a better way to do vi^ur work. 
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COMMUNICATIONS : Exer c i se #4 



LETTER TO SUPERVISOR 

< 

Directions: .You are to type a letter to your supervisor to let him or 
her know what types of assignments you have been doing. 

The following letter ,s a san.ple letter for vou to follow. You m.v '^ant ' 
-'*-^re to the letter. Make this letter tell your superviso? ^ust Row 
itting along, ' 
r ^ ■ . 

ave received approval from your instructor, you should take the 
vour supervisor personally. 

You are to: 

1. Kike two carbon copies, one wh.ite and one yelU^w copy. P^ace the 
while copy in your lile and ^;iv(^ the yellow Copy to the Lnslruclor 

2. Proofread your letter very carelully. 

3. Sign your letter. 

A. Check your attendance record. 

5. Type two t^nvelopes, one adilressed to your supervist>r, and ape 

addrc^s.sed to your instructoi . 
(). Knelose the envt^lope adilressed tt> voui inslrvicltu . 




CaiMUNiCATlONS: Exercise m 
SAMPLE LETTER: 



(Current date centered on letterhead) 



Mr. John Doe (use your supervisor ' s, name ) 
^g||^l212 American Street (use your supervisor's office address) 

Washington, DC 20Alb - your super\/isor ' s city, state, and ZIP) 



Dear Mr. : 

This is a short U'ttrr Lu LcL you know somi' ol Liu' things 1 have been doing 
in theOLficc Methods and Behavior course. 

We have been studying (add what subjt*cts and ideas we have been discussing 

and working on), ihe ideas that have liel[H*d im' the mgst are (add your 

own t hough I s ) . • . 



On thi* bt)t toHi t)! t he \oV\ 

like iiie work ; so IIk; 

P 1 1 ise ■ n you I anu* ; p 
and I i. r"e t ui ' 



1 to I ♦ 



<H"d WW 



t ^;^ 



1 1 w I n \ 1 ! i , 



il1Wl: ih 

r he i |) t . 
II the eiit 



II M :> ' . 



' ree 
voi 
ose 



wou i c} 
ice. 
to the 



'r Ve t vd,.H\' 



N 1 nre r ( ' 1 v . 



M I'll voui iiaiiu' 



Vo\ir iiamo ( t \ |>tN 1 ^ 



/ 

/ 



COMHUNICATIOilS: Exerclie #5 



(Current date centered on 'letterhead ) 



Your supervisor's name and address 



Dear 



I an; xtending an invitat^ion u> you to be my guest at the Office Methods 
and Behavior course, Thoitkls Circle Building South, 1121 Vermont Avenue, NW. 
Room 317, Washington, DC (Date) ''_ from 3 p.m. to 4 p.m. 

The instructor and . class members arc looking forward to s^.M^fing you what 
wc have been doing, and learning during t bo cour r 

comph .^d cut off the l^wer portion o mis letter, jTace it in 
losed ope and, give i t me . I'll urn it to uv .nstrucor. 

■ vou. I ncOr^ly- hope yoi can attend. 



.'ly. 

our naiiK- 

IITU' ( I ■ l>(,'il 



Im> able to .it t 'ul 
{ ^ f 1 1 be .lb a t( :ul. 

COMMKN*! • : 



\ 



COMMUNICATIONS: Exercise .1. ' \ ' ^ ' 

(Current date centerq^ on letterhead) ; ' ' 



Your Supervisor's Name - ^ - 

^ Supervisor's Addreas . 

City, State ZIP " ' ' 



' Dear 



Thank you for giving me the opportunity to attend the Off ic^ Methods and 
^ Behavior course. ^ , 

We have covt ed a lot of material about Government and how to bo bcttti 
office workers. 1 have learned about ^ ^ 



With thi: lew knowledgt^, 1 think i hat I now can l)e a better assistai) 

to you in tir office. 

Sincerely [ 

Sign ytnir iiame ^ 

YtHir iiaiiic ( t \ \kh\ \ 



(IMeas{^ t vpe .in oi i na 1 aiul i>tir . iw i\>p\. . ln' vcllow ^ •p^■ i -'^ 
^' I Vrll to the instliuMiu , ll \'iui w-im I like a ii-^.tUial (-(^px , iMU* 
extra whitr i'op\' tn \oui i\ii1hmi p.u t ^ 
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FILING 
*■ . 

F-1, FilmsttLip:; Filing and Basic Of|ice -Systems" 
F-2 .Filing Tedm Gam?,- * • • • . . - 

,F-3 Lesson 1 Introduction ^pfSu , i liing -of Personal Names (Part I) 
P-4 Lesson 2 Alphabetic Filing of Personal Names (Part 2) 
F-5 Lesson 2 Alphabetic Filing\of Personal Names (Part 3) 
F-6 Lessor Alphabetic Filing- of Personal' Names (Part 4) 
F-7 Alphabe :_c Filiag of Business .Names. CPart I) 
F-8 Alphabetic Filing of Bqsiriess Names (Part 2) 
F-9 Alphab- ic Filing pf Business Names (Part 3) 
F-10 Alpha-ri J Filing of Special Business Names 
F-U Organ^nir— and Maintaining a Filing System 
F-12 Review r ject' 

•> 

F-13 Nume]^c ling 

»»- ' ' ' ' 

F-I4 Geograph Filing and Conclusion 
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FILING 



Too many people let materials go unfii**^ oo long, fhey lee |bpers accu- 
mulate on desVs, on ti$^s of tables -or cab- - t .^ ,n bom^ or iti drawers. 
They f inal f .akt i. tion wht:n vhe clutter grows unsightly, 

N - • 

Filing should be done at a reguiar time. Daily filing. is better than ' 
weekly or other periodic filing -hiefly because ahe papers most frequently 
asked for are -hose pio^t rec.en: received, ^Seeking them in a large stack 
of miscelianeouc unfiled paper is slow and tedious work. 

All paper clips, ^fAs^ and rubi. rbands should be removed before papers are 
filed. -Torn pages should be repaired by the use of s(;;otch tape, 

- — Materials should be 'placed in -le folder with the latest dated material 
on top and with the top of the sheet toward the Teft of the file dr .^/er 
as the reader faces it,;so that all filed documents can be read as ^ook. 

Every folder label should be readily visible. When papers rise in he ' 
folder to obscure the folder label, the contents should be *'tamped .lown" 
by .gent le^ shaking. As folders become filed with paper., the assistant 
should crease the scoring at the bottom of 'he front : .der^leaf to cause 
the papers to rest squarely on the bottom o: the Cilt irawer. 

Leave working space in drawers. ^About 4 inches of worKing space are 
needed in each i i le . djawe : 

Clippings of less that ' ICV inches should be mounted or Tegular bond ■ 
paper, and filed in the .a-ie n. u>ner as other documents. C] :^pings larger 
than 8 X 10^ inches s' - W tiled lo.^se m the folder anu folded to fit 
the folder neatly. 



Staple material to be Led, in tht upper righthand corner 



' Use the top drawers ot iling cabinet lor your current files or the'^files 
most frequently ysed. Jse the bottom drawers for the material that needs to 
be filed but not called for frequently, \ 

Use^olders with pocKets for bulky materials. rhes(^ folders are the same 
size as the other f i u» folders. 



New procedures of filing are being used 
so many records to filed, tl- '^ovt i m 
information on • i md the^i .nvice t h< 
• V^^iif of the Inii! ■< t — * -"" ^i r r 7 rp!" ? ' — — '^trh^ - 



a 1 
th. 



,M i e rof i i-he 
v-ard, et 
mat eric \ us 
ime mini a i i e 



■ ! Hi, tv ,)ages 111 
hav i t>u I'ecori ' 
.11 i c roi 1 c : o • eadei 
t a t inir ' hat 



V innt icn'ei nmeni agencie.^ Wi \ \\ 
■^^ h, iKM, St;: o- [)ut . he 

' ^ ! p i ^ I'e on t he t i 1 m . 



f \ i"e' 

tia I n 

CHI 1 1 

ch i. 

in t' 



t I ' : 111 on I on(» A x ' () i 
1, '11 ean review I l*r-o 
i ni. ■ 1 lu ( liat en I ar L;es 
read i t . 
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fFElCEiflLES 



TELEPHONE NUMBERST 



The numbers--includlng area codes, ffags or. color coding f6r - 
frequently called numbers, and addresses or room numbers. 

NAMES OF FREC^NT^VISITORS 

r 

, A list of names of the people who usually visit your office- 

^ The list should include a few words about the visitor. to help 
you remember if the caller is very important and what Ije likes 
to do. If you are ^careful, you could put some words card 
that would hielp you to identify the^ visitor. 

FREQUENTLY USED MATERIALS )^ 

Schedules, o i^anization charts, directories, price lists, and 
etc. can be kept handy in a drawer, file, or plastic 'binder. 

NOTES AND INSTRUCTIONS , 



\ 



Keep at your fingertips any essential notes or instructions. 
Directions 'are often forgotten. Write down what should be done 
and then follow those directions. 



CORRESPONDENCE FILES 



Many pff ices keep a "chron*' file for their correspondence. The 
chronological, "chron," file contains an extra carbon copy of 
every 'memo, letter, report, or notes th^t have been prepared and 
have left the office. At the end of each day, the extra carbon 
copies are tiled in a three-ring binder placing the most recent 
cc^rrespondehce in front. 



TICKLER FILES 



The tickler i > i 

a,^ lat ^~en. 

L SOWW. f Ul U I 

so that tlu oi.os 
front . The I : ick 
lone and I i t ( i t 
[>eopl e hav( a Li, , 



s to tick : ^ iruMiiory or remind you to do 
ler i i : ..\ \ v consists of folders or file 

c)u oi it-r:- fuu must be complected today or 
The t !rr s nv cards are rotated each day 
/«r the cHM I day are placed at the top or in 
lo this sys : cm is to anticipate what has to be 
)r the datt it. should be started. Also, many 
I i:^r i i 1 (' aiu: t hen forget to use i t . 
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, ' ' SlflfPLlES FOR FILES 

GUIDE CARDS ■> 

r 

Guide-cards are signposts to the person looking through the files. 
Guide cards have a metal tab with a "window" which is higher than 
the regular folder. The guide cards also add -support to the file 
folder in each drawer. 

Standard guide- cards are available with the tabs either in three 
different positions (third-cut guides), or in five different posi- 
tions (fifth-cut guides). The drawing below shows you the standard 
thirdircut guide tabs. 




Third position 



Second position 



■■First positi 



on 



LABELS 



While guide card labels are the principal file signposts, drawer 
Mabels and folder labels also help to' find or file faster in the 
right in the right folders. Drawer labels narrow the search to one 
drawer, guide labels to several folders, and folder Ubels to th^ 
contents of one folder. 



To make the organization of files visually clear, offices depend 
upon accurate and complete label captions to identify the contents. 

Ube Is should be in large Lype. Colored drawer labels will help 
identify separate files, and different-colored standard folder liSb^ls 
also can identify separate files or different kinds of papers v/lthin 
a particular file. A 
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WHERE IN THE ALPHABET? 

When you file you must be quick to 'recognize the order of 
the letters in the alphabet. 

In the space following each pair of letters below, write 
which letter appears first in the alphabet. 

DON'T START YET! The instructor will tell you when to begin.. 
You are Competing with your team! The object is to be accurate 
and fast. When you finish, raise your hand, the instructor 
will give you the correct number of minutes and seconds, write 
them down immediately. 

When all have finished the assignment, the person who finishes 
first will read his answers. If one answer is incorrect, the 
next person will read the answers. 

The first person finished in the least amount of time will t>e 
declared the winner when his answers are declared correct by 
his team members. 

r-q b-c ' q-r 

n-m o-p z-y 

q-p y-z e-f ^ 

z-x „ m-1 ^ c-b 

e-d k-1 ^ v-u " 

c-d d-c , s«t 

v-x o-n p-o _^ 

s-r ^ 1-k ^ i-h 



i-e 



h-j x-w f-g 

1 - T — « — — l .u , ^ o ■ r 

f-h a-f g-i 
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SUBJECT F.l LING 

Subject filinfi is arranging filed material by names of topics rather 
than by names of people, agencies, oMocation. Subject files are usually 
' used for the main bulk- of filed ^terlals in Government agencies. Subject 
files are often used for storing the records of specific bureaus of divisions 
or . individuals within an agency. 

Subject filing becomes difficult sometimes because you actually file 
by describing the contents of the item to be filed. Sometimes different 
pepple do not always describe ;;he -same. item in the same way. Therefpre 
Items to be filed could be filed in different folders even though all seem 
to be related. For example^ "racjios" could be f iled-radips , or appli- 
ances, or small household appliances. To avoid this problem, a major list 
of folders in the files should be typed with a short note explaining what 
should go into each folder. 

In subject filing, separate your categories in the major headings, 
minor heading, and subheading. 

Major heading 

(primary subject topics) ^ 
(1st position guide.) . 



Minor headings 

(first breakdowns) • --^ ^ ■ 

(2nd position guides) 

« 

Subheadings 
(further breakdowns) 
(3rd position guides) 
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^ FILING- RULES 




1. V NAMES OF PEOPLE 

Rul€ #1: PERSONAL NAIjIES 

Personal Namks are transposed forJlTing pur{>oses : Last name (surname); 
first name, (^iven name) or initial; middle ^naifle or initial. 



NAME 



Mat tie Jane' Johnson 
George Williams 



FILED AS ' 

Johnson, Mattie, Jane 
Williams., George 



Rule iP2: ALPHABETlt INDEXING UNIT^ . ^ t • 

An incexing unit is each word in a name. Alphabetically arrange the names, 
in order by comparing similar units in each^name. When the first units are 
identical, look at the second units. Look at the third units only, when both 
the first and second units are the same. > ^ 



• NAME 

Brent Clark 
Carl Edward Jackson 
Charles Ray Jackson 
Charles Z m Jackson 



UNIT #1 

Clark 
Jackson 
Jackson 
Jackson 



FILED AS 
UNIX #2 

Brent 
Carl . 
Charles 
Charles 



UNIT #3 



Edward 

Ray 

Tom 



Rule #3 SINGLE LAST NAMES OR INTIALS 



A la st name used alone comes before the same last name with a first nante 
or initial. A lasFhaihe with a tirst initial bWy c"omes befbt'e a rast name 
with a complete first name. This rule is usually simply stated, "Nothing 
comes before something." 
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^ FILING- RULES 



' 1. V NAMES OF PEOPLE 

, Rul€ #1: PERSONAL NAIjIES 

Personal Namks are transposed forJlTing pur{>oses : Last name (surname); 
first name, (^iven name) or initial; middle ^naifle or initial. 




NAME 



Mat tie Jane' Johnson 
George Williams 



FILED AS ' 

Johnson, Mattie, Jane 
Williams., George 



Rule iP2: ALPHABETlt INDEXING UNIT^ . ^ t • 

An incexing unit is each word in a name. Alphabetically ai^range the names, 
in order by comparing similar units in each^name. When the first units are 
identical, look at the second units. Look at the third units only, when both 
the first and second units are the same. / ^ 



' NAME 



UNIT #1 



FILED AS 
UNIX #2 



UNIT #3 



Brent Clark 
Carl Edward Jackson 
Charles Ray Jackson 
Charles Z ni Jackson 



Clark 
Jackson 
Jackson 
Jackson 



Brent 
Carl . 
Charles 
Charles 



Edward 

Ray 

Tom 



Rule #3 SINGLE LAST NAMES OR INTIALS 

A last name used alone comes before the same last name with a first name 
or initial. A lasFhame with a tirst initial bWy comes'!3ef6i:'e a rast name 
with a complete first name. This rule is usually simply stated, "Nothing 
comes before something." 
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NAME . 

.Clark 
Brent. Clark 
C. Jackson • 
.Charles Jackson 



UNIT #1 

Clark 
Clark 
Jackson 
Jackspn 



FILED AS" 



UNIT #2 



Brent 

c. 

Chai;;le« 



Rule #4: LAST NAME PREFIJ&S - ' 

. ■ ., • . > ■ * 

^airof"?!^ f!^*'' separate indexing unit; It is considered as 

Sf V i last name. Some of the prefixes are: D- , Da, de, Des Di L 

meS'^^ctiv 1; T'^^' and others. M- . Mac. and Mc . a;e i Ade::d ^d ^' 
i^xxea exactly as tney are spelled. 



NAME ' . 

]?hillip Tylbixes 
Edward ^/MacDonald * 
Elaine Mack - 
Edward R. McDonald ' 



UN^T #1 

Jones 
Mac Dona Id 
Mack 
McDonald 



FILED AS 
UNIT #2 

Phillip 
Edward 
Elaine 
Edward 



UNIT #3 

T. 
R. 



Rule #5: Possessives 



Si i ^%"°\^°"sWered in indexing and filing wh^n a word ends in apostro- 
£M^. However, when a word ends in s apostrophe, it is considere d because 
the s is part os the original word. This.rule is sometimes stated, "ConsWer 
everything up to the apostrophe." « *i ea, v^onsiaer 



NAME 

Ruben's Raiders 
William L. Ruben 
Rubens'. Electronic Shop 
Peter Rubenstein ^ 



UNIT #1 

Ruben* s 
Ruben 
Rubens * 
Rubenstein 



FILED AS 
UNIT #2 

Raiders 
William 
Electronic 
Peter 



UNIT #3 



Shpp"^ 




FILING RULES 
PAGE 3 



TITLES OR DEGREES 



Titles or degrees of individuals are not considered in indexing of filing- 
whether they prece^d of follow the name. Place the title or degree in . 
parentheses after the person's first name or initial . Terms such as Jr., 
Senior, 2nd, that designate seniority, are placed in parentheses and are * 
considered for irj^fexing and filing only when* the names are identical. This 
is the major rulQ. There are a few. exceptiojis but they rarely occ^^ so they 
will not be noted" here • 



NAME 



1 



Dr. George Garland 
'John Garland^ Jr. 
John Garland, Sr, 



\: ^ UNIT #1 

Garland 
Garland* 
Garland 



FILED AS 
UNIT #2 

George (Dr. ) 
John ( Jr . ) 
John ( Sr • ) 



Rule #7: MARRIED WOMEN . , 

Use the legal name of a married woman for filing purposes. When a. woman 
ntarries, she legally only ^akes her husband's last name. Therefore, her 
legal name could be: (1) her own first and middle names together with her 
husband's last name, or (2)' her qwn first name and last name before she 
was married added to her husband's last name. Place Mrs, in parentheses at 
the end of her name.' Her husband *s first and middle names are given below 
her legal name and placed in parentheses. 



NAME 



UNIT #1 



FILED AS 
UNIT #2 



UNIT //3 



Mrs, Richard C, Sutton. 
(Sylvia l^eigh) 

Mrs. Allen T. Willis 
(Deanna Rae) 



Sutton 
(Richard C, ) 

Willis 
(Allen T. ) 



Sylvia 



Deanna 



Leigh ( Mrs , ) 



Rad (Mrs.) 



Mrs. Gayle Wilson 



Wi Ison 



Gayle (Mrs. ) 

V 



Rule #8: UNUSUAL NAMES 



When it is difficult to decide which part of an individual's name is the last 

28 . 



FILING RULES 
PAGB 4 



name; coniidet the W part of Yhl ' v 

In Chinese names, the first <* ' ^ 

«.en ^ .^.n ^^^^^^ ^«^«Jive„^na«. i„ such Instance, the 




John JSaii^pB 
Anthony Bruce 

•^fan Ming Chang 

David Tong 

f'ong Lung Sing 



UNIT #l' 

JaiDes 
Bruce 
Man 

Fong 
Fong 



. FILED AS 
UNIT #2 * 

John 
Anthony 
Ming ' 
David 
Lung 



(JNiT #: 

Chang 
Sin^ 



i 

i 



II. 



NAMES OF COMPANIES 



Rule #9: NAMES OF COMPANIES ■ ' " 

^ ' discussed in th< 



Name 

Marshall Electronics 
Marshall Supply Store 
Modern Secretarial School 



UNIT #1 

Marshall 
Marshall 
Modern 



FILED AS 
' UNIT #2 

Electronics 
Supply 

Secretarial 



UNIT #3 



Store 
School 



Ruu.*,o: , ^Hs 0. co^..VKs z»c.^i„ ™„,„„,, ■ . ■ 

indexing the nairie of an individual "^dexxng just^lRTThe rule 

5. . 29 ' 
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UNi;jf #1 



Morgan Data Cmt^ny^ 
Joe Wmgm *^trty Company 
Mark #wtot ^Miiioyment Service 
Scott ilMtar iwlce 



8c»tt 



FILED AS 

Data 

Joe 

Pterk 

Rental 



mum 



*aalty 

aapl uj I M t 

Sevvtom 



mix Ift 



Company 
Service 



Rule #11: JIBBREVIATIONS 



Consider 



A' 
1 



abbreviations as t^Pbgh the namei^wer^.wHtt^n im fulJL. Single 



letters otiKr than abbreviations are considered as separate indexing units. 



NAME 
J 

ABC Company 
John Adamsl^ . 
ITT Corporation 
I, Albert King 



UNIT #1 
A 

Adams 
I 

King 



UNIT #2 
B 

John 

T 

I, 



UNIT #: 

C 

T 

Albert 



UNIT' #4 
Company 
Corporation 



Rule #12: ^*THE'* ARTICLE 

^•The*' is not an indexing unit and is disregarded in f iling y Viowever, when 
the aiticle ''the** occurs at the beginning of a name, it i^s placed ^at the end 
in parentheses^ When the article "the** comes in the middle of/ a name, it 
is placed in parentheses but is not moved, ^ / . 



NAME 

The Frank Jones Company 
The Jones Store 



UNIT #1 

Jones 
Jones > 



UNIT #2 
Frank 

Stor^ (The) 



.UNIT #3 
Company ( the ) 



■"r 
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INS, AND PREPbSHnOHS 



ons and conjBnctibns, 
and*'flllng. They are 



r -W V»y«.:sr FIRM SMOIBS, CON 

* TiTlJUnf: r^Jifl Inc^ Co., gorp., and other., are written as a unit 
*l» • -^11, such as Company and (^rporatlon . ' / «^ *«o 



as of ^ and. for, are n»t oMd In 
ten, but only nami In Its or%fia«l order. 



NAME 



f 



md Lopez Co. 
^^iLoarr Inc. 



UNIT #1 

Neives and 
Services 



'^ILED AS 
JNIT #2 

^opez 

•qcorporated 



UNIT 
ComliftrtY 



%A tl4: ONE OR TWO WORDS , 

•^It names that may be spelled either as one or two words as one word. 



NAME 



So^thvest High School 
Soc-n West Supply Store 



UIJIIT #1 

Southwest 
Soiith West 



UNIT #2 

High 
Supply 



UNIT #3 

SchoiL . 
Store 



11-. FILING WITH NUMBERS ^ 

Rule #15: NUMBERS ^- 

When e number ±s part of a name, it is considered as thotlgh it were written!, 
-^^ and ±z is indexed and filed as one unit. . '^ ' 



NAME 

?r; A renue Store 
A Avenue Theater 
St Information Center 



UNIT y/L ■ 

Second 
Second 

Twenty- first 

31 V 



UNIT r2 

Avenue 
Avenue 
Information 



UNIT #3 

Store (The) 
Theater (The) 
Center (The) 



O ■ 
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Rul« #16: ADDRESSES 

If the same name appears with cEL-l«r<5nt addrettses, the fiames are Indexed as 
usual and arranged in alphabetica.! order acccmllng to the city or town- Only 
when there is a duplication of bi^th tthe Individual or the company nMe aftd 
the city name'dp you consider tl>^ ^^^e. If there is the same name same 
city, same state, but it is locaijiri ^ different iaddresses, then thci txsams 
are arranged in alphabetical orckt tttreen name- If the street xsmw are 
the same, then names are arranged • nn the lower to the higher street number. 



NAME 



UNIT n 



FILED. AS 
UNIT #3 



UNIT #4 UNIT #5 



Defense Supplies |> Defense 
Austin, Texas 

Defense Supplies, Defense 
42 West St- , 
Dallas 



Mpp 1 les Aus tin Texas 



Shipplies Dallas West, 42 Street 



Defense Supplies, 
ai2 West St., 
Dallas 



Defense 



Supplies Dallas West, 812 Street 



r 



IV • us GOVERNMENT ORGANIZATIONS 



Rule #17: US GOVERNMENT ORGANIZATIONS 

When you have names pertaining to the ] 
file them under United States Governme: 
department, bureau, division commissi 



:'''eder'al' Government , you index and 
the: subdivigie by -title, of the 



When used in title^ of Governmental 1 1 s phrases si>ch as : Department of 



Bureau of, Divisipp of. Commission- o: 
after the word they modify; they ar^ 
'nongovernmental names. 

Usually in the Government, we leave, t 
Government and file starting with tht. 



3.ri jfj.are placed in parentheses 
rei^arded in indexing and filing 



iling unit of United States 
idexing ufiit . 



NAME 

US Dept. of Agriculture 

BUT IN GOVERNMENT: 
US Dept. of Agriculture 



UNIT #1 
United 



.Agricul ture 
(Dep.t, of) 



UNIT #3 



UNIT #4 



Government Agricul ture 
(Dept. of) 
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us Dept. of flbmem, 



UNlt #1 

Coimnerce 
CDept^ of) 



#2 



■ureau bf ) 



3 b 
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mmoi 

tULES #1 thxMh 



#4 



DIRECTIONS: 



« 3-by Siloch card ffr the following names. Type the 
■^.n tranopMed order and place the item number in the 
right taaad comer. .• 




(1 


Sdd ::- 1 ■ w 




(2 






(2 ' 




'■ )heri 


(A 


Ricn^-n Loher 


C 


Lar ^ , 


At._.iso7 


^6 




in son 


(7 






8) 


"haries 




(9) 


ruce Mar 


tir 


(10) 


Arthur 1 


Gr- -n 


(11) 




C iff in 



> Michael R. Griffin 

:^ Richard Ctiffin 
\ 

(1~ R. Percy Griffin 
(15^ Bill Green 



Aft: you have placed these names 
on cz^rds, file them alphabetically 
and :heck your answers w: th the 
instructor. 



3i 
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DIRECmBMI: 



a 3-by 5-iwch card 1=^er tke followii^ names. Type tl^e 
in trmnepmrnmA order tnd plaice the item number in the ' 
r rigiK kimd corner. 



AttMT you have placed these' H^ses on ^cards , file them in 
aJLpiiabeti'cal order and check your 'answers Vith the instructor. 



(16) Italian Embassy. - 

(17) IranaM: Embassy 

(18) Iberlttt Airlinefi of Spain* 

(19) IBM Corporafcion 

(20) IDS Leasing Corporation 

(21) Gregory- Irving ^ 

'2?' Instlcuie for Law Enforcenen Svstems 

(23. "T^'ing's Sport Shop 
(24) reld- Record Shoe 
*'&eoh Fie is 



-7 * ramc Lravi s , Jr . 
18' Johr P De Marco 
29) Mrs. Paul T. Baker (Virginia) 

(30) Howard Brown 

(31) Man Ming Chang ^ 
Yee wan Char 

Jack -.utc Saor 
(34 JBB .;al Lao. 




RinSSfi tiMttgh ROLES #16 



DIRECTIONS: 



a 3-by 5 
in trans 
ir rtghit 



cacd for the following names. Type thfe 
order and pkace the Item. number in the 



Mxmr you have pteeed these nass on cards, file them in 
alphabetical otttar and check your answers »with the instructor, 



(35) 
(36) 
(37) 
(38) 
(39) 
(40) 

(41) 

(43 

(44 

(45 

(46) 

(47) 

(48) 

(49) 

(50) 

(51) 

(52) 



2 Ciiiir 11— Its Restaurant 



on 

laul Tucker 

^ Wilson rhoflipson 

Trans V«orla Airline^?, 

John B. l^avic 

211 Haocfc l=lani: M^-- 

John B. IflRvic 

Johr B. Dft i-is 

5622 ^. ' roe St^ -ei 

James C ^ztk 

Clark Ec^ i^roent Co 

D. B,.Cla: v:. 

Kee Gfipe T!:iang 

Cal -nc- 

Mrs Hizrea 3ai .^nt:. 

A. Daile^" 



(53) Aiken Industries 9 Inc. 
iSfi^) AB & Transit Co. 



/ 



AA L-bcorators 
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FILING; Exercise #9 • 
Government Agency Filing Exam 

DIRECTIONS: IVpe eoith of the following Government agencies on a separate 3x5 
card. Then, arrange the cards in alphabetical order and give them 
to the instructor. 



1. 


General Services Admlnlst ration 


2. 


National AeronatTtics & Space Administration 


3'. 


Veterans Administration 


4. 


• 

National Science Foundation 


5. 


Commerce Department * 


6. 


Governmfent Printing Office 


7. 


Equal Eraplojmient Opportunity Commission 


8. 


Civil Service Commission 


9. 


Geneifal Accounting^Of f ice 


10. 


Treasury Department 


11. 


Department of Agriculture 


12. 


Department of State 


13. 


Department of Defense 


14. 


Federal Trade Commission 


15. 


Department of the Interior 


16. 


Department* of Justice 


17. 


Department of Transportation 


18. 


Executive Office of the President 


19. 


Department of Labor 


20. 


Department of Health, Education, and Welfare 


21. 


Federal Power Commission 


22. 


Federal Bureau of Investigation 


23. 


Office of Economic Opportunity 


24. 


Internal Revenue Service 


25. 


Post Office Department 
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FIL1H& ' 

W' ■ POSSIBLE FILING FEATURES OF CORRESPONDENCE 



I;? 



2. Name of 



ganlzatlon i/ 



Identification a 
project 



ivmboi of 



Colorado , 

Denver > 



v. 

3. Location 



Dear Mr. ,,,, o£ May 8. 

• tbvour l^'^^^ enumerators ^8° 
Vie ag^««l\^ three f f nSoductionJ;^d■ 
BV^-^<^,^rin?--^^"^e co^^ 



1. Surname of Individual 



I ^ 

2« Name of prolett \t 

efforts. 

6, Sub 



- Wi^^^"^ people, 

Sincerely > . / 1 

^- ^' ^°tj:,at*-^^ ^r ^* '^^^^^ Individual 

^ project y 



CORRESPONDENCE. Users will request 
memorandums, and telegrams by one or 
more of these six filing features: 

!• Surnames (names or titles) of 
individual or organizations 

2. Names (titles) of projects, 
products, transactions, or 
things * 



4. 



5. 
6. 



Locations (geographic or poliv 
tical 'divisions) 
Numbers (symbols) assigned to 
transactions, commodities, lo- 
cations , pri jects , individuals , 
or orgag|izational units 
Dates prepared or used 
Subject topics describing the 
informational conterft 



EKLC 



38 



41 




REPORTS, Figure 12 depicts spme principal filing 
features of reports, namely: 

1.. T-f M ^ Vaf TiapnT-f (presumably the main 

• • subject) 

' , 2. Subjects in addition to the main'subject 

^ 3. Surname of author 

4. Name of originating organization 

5. Number of project' or contract with which 

V identified . 

6. Number assigned fot control 

7.^ Date of issuance 

Some file systems place recurring or periodic 
reports un^er a category ''Reports," subarranged 
by report title or by form title it the report 
is a form. 

■ V ' - ■■ ^ ^ 

V39' 

J, ♦ ^ 
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POiS^LE FILING FEATURES OF FORMS 



Tlie most common filing features of a form are: 

\lm Titie of form' (presumably the form 

subject) - ' 

2. Surnames (names or titles) of 
individuals or organizations 

3. Numbers (symbols) assigned for 
transaction control, or other 
identification 

4. Dates 

^ . . . ^ ^ 

Since forms are used often in case files, they 
will usually be filed name or number. 



POSSIBLE FILING FEATURES OF DIRECTIVES 

DIRECTIVES.^ Directiyes have a system of their 
own|. usually independent of the filing system. 
As ||rule, they are filed in accordance with the 
directives system, in looseleaf binders, and put 
in bookcasfes. When directives are to be placed " 
in the files, they may be arranged according to 
such filing features as listed Below: 

1. Subject line of directive 

2. Number for directives system control 

3. Date of issuance 

4. Name of originating agency 

The fourth filing feature above would be meaningful 
only to persons outside the originating agency. « 
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GETTING ALDHG 
(HuiAan Relations) - ' 

Don't proceed with theso activities on an individual basis. You will 
be informed by your instructor about the exact time for each activity. 

Circle When 
Completed 

GA-1 Group Teamwork Activity " 

GA.2 World of Wyk Exercise #2, "Getting Help and Information." 

Your supervisor will tell you which channel to listen to. 
Record your answers iii the appropriate columns on your World 
of Work Answer Sheet ^ 

GA.3 Hunan Relations: Short Problem Study #1, page 49 • 

GA-.4 .Human Relations: Short Problem Study #2, page 50 , 

GA-5 World of Work Exercise #3, "My Man, My Creep," Your super- 
visor will tell you which^ channel to liste^i to. Record your . 
answers in the appropriate columns on your World of Work 
Answer Sheets 

GA-.6 Human Relations: Short Problem Study #3, page 51 . 

GA-7 'World of Work Exercise #4, "Too Much Talk," Vour supervisor 

will tell you which channel to listen to. Record your answers 

in the appropriate columns on your World of Work Answer Sheet, yjt 

GA'6 Human Relations: Study #1, "Words Over Words Left Out," page 53, 

GA-9 World' of Work Exercise rs, "Don* t Blow Youi* Cool." Your supervisor 
will tell you which channel to listen to. Record your answers 
in the appropriate columns on your World of Work Answer Sheet, 

\ 

GA-10 Human Relations: Incident Study #2, "Everybody Has Priorities," 
page 33 . 

'A 

GA-ll World of Work Exercise #6, "The Magic Words that Get You Fired," 
Your supervisor will tell you which channel to listen to. Record 
your answers in the appropriate columns on your World of Work 
Answer Sheet, 



GA-12 Human Relations: Incident Studyil^3, "What a Lonely Plac^ to Work," 
^ page 

GA'-U World ot Work Exercise //a, "Supervisors Are Human, Too." Your 

supervisor will tell you which chanrfel to listen to. Record your 
answers in the appropriate columns on, your World of Work Answer 
Sheet. . 
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GA-14 Human Relations: Incident Study #4, ''Bank on the Bank,*' page 55. 

GA-lS World of Work Exercise #9, "Money, Money, Money." Your supervisor 
will tell you which ^annel to listen to. Record your answers in 
^ the appropriate column^ on your World of Work Answer Sheet. 

GA-16 Human Relations: Incident Study #4, "Breaking in a New Boss," 

page 56 - 

GA-17 Human Relations: Incident Study #6, "Getting Along With Different 
Bosses," page 57- » 

OA- 18 Human Relations: Incident Study #1--VTR, "Y^'ve Got to Be Kiddini 
page 58 . 

'■" 1' ■ , 

GA-19 Human Relations: Incident Study #2--VTR, "Oh No, Not Again," 
page 59 . 

GA-20. Human Relations: Incident Study #3--VTR, "Why Is the Project Aiwa] 
•Rush" When It Getp tb Me?" page 60.. 
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HIMN relations: SHORT PROBtlW STUDY #1 



.SITUATION: 



A clerical assistant wlt1i several years of Government service. With 
ijore formal education than 1 haVe, with an ' 1 am wonderful' attitude. 
ha$ untidy personal health habits. Her clothing and desk are always 
a mess. She always has some sickness, and tells everyone else how 
to cure their sickness. She never cooperates with anyone and does 
everything her own way.' She says that she doesn't like 'unpleasantness' 
but is going to cpurt to explain to a judge that an officer should 
not have given her a ticket for making a left turn from a wrong lane.' 
She claims that the officer should have warned her by blowing his 
horn." : \ . . . ^ 



QUESTION: 

What can a clerical assistant do when he or she has" to work with 
a colleague who is inflexible and hard to work with? 
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HUMAN REUTIONS: SHORT STUDY PROBLEM # 2 



SITUATION: 

"A secretary needs to feel a sense of accomplishment. What do 
you do when you feel you're not given the chance to do your beat, 
or not being used to your most capacity? Some bosses or supervisors 
generate less wo,rk and activity,** 



QUEsrrioNV ^ 



How do you live with this situation and what could you d& about it? 



HUMAN RELATIONS: SHORT PROBLEM STUDY #3 

SITUATION: 

"Often in our Government offices the employees work together on their 
assigned duties. When a secretary finishes her or his own work, he or 
she is expected to volunteer to help others who still have work to be 
done. In this case, one of the girls was always too busy to help out 
with xferoxing, filing, and collatijng,^ and always seemed to need assistance 
with her work. Her excuses were very' upsetting to the others who 
thought she should be willing to pinch-hit in an emergency for them.". \ 



< ^ 
QUESTION: 

What wouic you do to get more cooperation v nli group? 



I 
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HUMAN- RELATIONS: INCIDENT STUDY #1. 
"WORDS OVER WORDS LEFT OUT" 

About a half an hour ago you finished typing a letter for your 
supervisor's signature. Your supervisor has just come up to your 
desk. You vant to get along with him so you pay very close attention 
to what he Is saying. * Your supervisor Is very angr^^^ie points out 
thajt you have left a word out of the letter that yoff^^t typed. 
Yo\i remember seeing a word put In the eft margin but there were no 
marks as to where it should be placed n* the sentence. The sentences 
h\ n- word seeded to make sense ^o yc decided tc eave It out. 
Yo eallze the' rhe error was nc> mac on purpose you really were 
ju£i ;iven poor instruction , ^ / 

Yc ;now how imnortant ,i,t 1. to m..inta^n good huma relations with 
yo supervisor therefore , ^ou are try ing to remenioer all of the 
kh Tigs that you should do ai i say. However, to ma^ matters worse 
your supervisor has just saxj: "Any stupid fool si uld. be able to 
se^ that this word goes intt that sentence." 

What would you do now? What would you say now? 

YOUR PROBLEM IS TO. DO THE FOLLOWING: 

1. ' Discuss the problem with your group. 

2. Chose someone to play the role of the supervisor 
as he is in the above situati(Mi 



r 



SITUATION: 



3. Chose someone to play thr ^ tl lericai si.stant. 

Wv or she is to try t( ..n. . lu s uatitjn correctly. 

With the help of the grou. 

a. Develop a script tor ur h'Um H) follow 
(this can be written just di u£^,sed) 

l>. Practic the role pl^n l ng as y( are' going te tlo 

it '(those not roh» playing should make sure that the 
actors are playing the role fho way that they think it 
should be played) 

3. Role play the completion of the situation explaining 
"Wliat you would di^ now," and "What you would say ntw." 
(Make sure that - tlu^ c I (^rica I assi st an t appea rs t ^^ be 
the one Who solves the problem.) 
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HUMAN RELATIONS: INCIDENT STUDY #2 

« 

"EVERYBWY HAS PRIORITIES'* 

■ * ■ •. . . ■' ' • ■ 

SITUATION : 

You just put a call through to your supervisor from his boss'. The < 
conversation between your sufiervisor ana his boss sounds like a very 
heated argument is occuring. The conversation lasts for a little over 
a half hour. You hear your name mentioned several t^imes. YCu ,,hear 
ycJur supervisor apologizing a lot. The conversation ends with your 
supervisor saying that he will take care of it ri^ht away. 

Immediately he supervisor storms into your ofit^e. He begins by 
reading a l:^t of eight major items that must be completed before the 
end of the i..y. There is a real ^firmness in hi's voice and you know 
the items w I be done today. 

You have pre-riously made plans to run or t today during your lunch hour 
and buy your four-year-old son a birthday present. His birthday is 
tomorrow. ^ )u know exactly what you ar^ going"^o buy and where you are 
going to pu-- -base it. It really shouldn't take lopg to buy the present 

You start to tell the supervisor that yoti have made plans for the lunch 
hour but you will get right to the items he needs finished right after 
lunch. The only words however that you get out are, "I've made plans 
/or my lunch hour Your supervisor interrupts you and^says, "If 

you plan to work here very long you had better plan to get these things 
done, and I mean NOW|^' 

YOUR PROBLEM IS TO DO THE WlLOWING : 

1. ' Lis* three tlvn^^s you could* c' ^ righi lOW to. make the ituat.on 

ix't . . r. 

2. Write cUn.n two or : hree sentenc ^ ilviL you could say o cl^ar 
u{x the SiiuaLion and make thin^ > :)et :er. 

1 

Think .about, : Since yc^ can't cliange your supervisor, what can 
you" do to fchange the situation to make it a favorable one. 

\ ^ . 

4. Work on the assignment individual ly for about five minutes. 
AS A GROUP: 



1 . 


Arrive at a favorable 


solution. 


2. 


Choose someont> to role 


play the supervisor . 


r. 


Choose someone to rol e 


play the clerical assistant. 


A. 


Practice the. role play 


. 


5. 


Present your role play 


to the ent ire group . 



HUMAN REMXaNSt INCIDaBNT. ST(m #3 
"WHAT A LGBELY PLACE TO WORK" 



SITUATiOH: 



You work in a very large office. It is a mail distribution room. Your 
supervisor ^pes not allow very much talking -in the office. Yoqr work 
is interestfng--sometimes, and at least ybu^ get paid regularly. 

You have only forked here a month but coming to work each day has already 
become a real drag. You know very few people in the whole office. As you 
look around,^ou feel that other people would like to be friendly but" lust 
don't dare Ijecause of the sqpervisor who sits in the room. ■ 

♦ 

Ycu realize that you just can't quit or ask for a transfer. You haven't ' 
been working in this job long enough. You have got to make the best of 

1- w « 

There are two people near your desk." They seem like nice, friendly ^ 
people just to look at them. You would like tto get acquainted with 
them but your supervisor is sitting rather close to you over by the coat 
rack. You remember that she doesn't approve of idle "chit-chat." 



YOUR PROPT.F^ nil' - .ubUWING: 

1'. List the steps that ydu would take j get acquainted 
with_ the people around you. 

2. Write down a few things that you couid say tp your 
supervisor to let her know how you feel. 

3. Be prepared to discuss what you wou;.d do if you 
were in this situation. Remember, you are going to 
remain on the. job. 

THIS SITUATION WILL BE DISCUSSED IN A GENERAL CLASSROOM 
DISCUSSION. ; . 

BE READY TO SAY HOW YOU FEEL AND WHAT YOU WOULD DC. 
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BUHftK. RSKTIONS: INCIDENT SOm # 4 
"B«K ON THE BANK" 



SERVICES THAT THE BAUK OFFERS YOU: 



It Is Important that you start to save s» of your money on a regular 
basis. Even though you might feel that y^u don't have any to spare, try 
to save ouJ^just a dollar or two. Uamx.u. zo save just a little will 
help you SF'lot later. 

Figure out a budget and then each pay day aeposit $1, $2, or $10 
in a savings account . 

*• 

You might even want to start a checking account . Some banks don't 
charge you for writing out 'checks if you oply write out a few each 
week. It is very easy to pay your bills by chek. Also, if you use 
a checking account you don't have to carry - ound a lot of money after 
pay day. You can save out . small siim y and then deposit the rest. 

Then, whrn y, nopcl moi , r .n )ut .^S^ljeck. 

^' -'i^i-^e tra- eiv: s checks if ,u lo a lot'of travelings 

Ihe traveler s checks can on: be cashed b ou They can be cashed by 

you almost ar-where in tht Ur.-.ed States ar ir several countries outside 

of the U. S. The good tning about travel. necks is that if you lose 

them, you ca: nt -fy the uam ind they wil em you your money or send 

you some new cht s. You nav to know whic checKs were lost and be able 

to tell the c ini but it - ea. is a good Wc to take money along with * 
you on a tri( 

What other good smn ces can i h. ml prov a O, you? ^ 

YOUR PROBLE> IS " DO THE FOLLO» I! ' *^ 

1. List all of the good s -vices that\i mks provide. There 
are more than were lisud above. . 

2. Be prepared to discuss the ^problem in a general class 
' discussion to be held shortly. 
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HUMN REUTIONS: INCIDENT STUIY y/5 

ft- 

"BREAKING IN A ^NEW BOSS" 



SITUATION: 

Just before lunch it was announced tjiat your top boss woqld be retiring 
at" the end of the month. The person replacing him Mr, George Blackhawk, 
He is from outside your agency. He has a fine reputation for bein^ an 
effici^ent, hard-working person. 

^t lunch several supervisors, secretaries, and clerical assistants discuss 
the many problems that will arise with a new boss coming in to take over. 

Rather than being one of the group who wants to discuss the negative 
things such as, "what it will be like working for an Indian,*' you feel 
that it would be helpful to get together with some of your friends in 
the office and discuss some positive things. For example, you know 
that Mr. Blackhawk will need to have a smooth runi^ing clerical staff. 
And, while you are not in charge of the clerical staff you are a part ^ 
of it and think that the staff members could come up with some things ' 
to make the office run more smoothly while Mr. Blackhawk is learniri^ his 
new job. 

You therefore telephone a few of your friends and invite them to have 
coffee break at your desk. 

At this meeting , what would you discuss? 



YOUR PROBLEM IS TO DO THE FOLLOWING: 

1. Work a^s ^ group on this problem. 



List fiifce to 10 items tHat you would discuss if you 
were in this situation. 

Be ready to present your ideas to the group. 

a. 'Assign a person to speak for your g»oup during 

the general discCfssion 

b. Practice what is to he said by your leach^r to 
make sure that your ideas are expressed. 



51 ' 



56 



HUMAN RELATICMS: mciDENT STUDY ^ 
• ••GETTING ALONG WITH DIFFERENT BOSSES" 



SITUATION: - 

Every b03s or supervisor that you Work with* will be different. They 
Vill react to problems in a different way. They all have different 

basic needs that need to be met. They all have different ^^temperaments" 
thesy like things done in a different way. 

One thing that they all have,,in common is that they WANT TO SUCCEED! ' 
This is v*ere you and your boss or supervisor have something in coramoh. 
You want to succeed too! ^ 

Let's review some bosses or supervisors and then try to think of some . 
things we could do to work well with all of them. 

First, some bosses travel a lot and therefore are not in the office 
many times. Some bosses are very organized and efficient and they are 
usually working on very important reports. A few of our bosses and 
supervisors are female. This is a new trend in the Government— to promote 
women to executive positions. Some bosses work a great deal with the ' 
public. Others turn out mountains of work eack day. There are some ' 
bosses who like to kid and Joke a lot; others are very stern. Some like ' 
to work alone and on the other hand some like and need you to help them 
get organized. And then something very in^ortant to remember is that; 
all of these bosses or supervisors report directly to softie other boss 
that they have to get along with. 

\ 

YOUR PROBLEM IS TO DO THE FOLLOWING: 

1. Think about how you could g^t along with all of th^se different 
types of bosses or supervisors. 

2. List all of your ideas. The good ones and the bad ones. 
This is called brainstorming and every idea counts. 

3. Come up with five ideas that you think are the best. 

4. THEN BRAINSTORM WITH YOUR GROUP. (Do the rest as a group) 

5. Be prepared to report your group's best ideas to the 
total group in a class discussion. 

6. Prepare at skit or role playing situation showing some ideas 
your group came up with. Show the rest of the class "how to 

get along with different types of bosses or supervisors." ) 

a. Choose yflT boss 

b. Choose a secretary 

7. Make sijre that you show how the clerical assistant works 
to demonstrate good human relations. 
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HUMAN RELATIONS: INCIDENT STUBSf #1 --VTR 
"YOU'VE GOT TO BE itlDDING" 

SITUATION: (Write .'down what happened.) * 



WHAT DO YOU DO : . 

1. Briefly der^cribe what happened. 

2. As a group, decide what you would have done In the same situation 

3» As a group be prepared to demonstrate throught role playing, how 
the situation should have been handled. ^ 
a. Choose actors 

t>« Choose someone to tell the group how the situation should 
have been handled. 

cho^e someone to answer the questions that other class 
members might ask regarding how you handled the situation 

4. Present your situation and defend your method of handling the 
situation. 



HUMAN RELATIONS: INCIDENT STUOT #2 -- VTR 
'•OH NO, NOT AGAIN!" 

SlTUAnON: (Write down what happened.) 




WHAT DO YOl^ DO : . ^ 

1. Briefly describe what happened. 

2. As a group, decide what you would h^ve done in the same 
situation, ^ ' 

3. As a group, be prepared to demonstrate thrtfJugh role playing 
how the situation should have been handled. 

a. Choose actors. ^ . * . 

b. Choose someone to tell the whole class how the 
. ^ situation should have been handled. 

c. Chdose someone to answer the questions that other 
class members might ask regarding how your group 
handled the situatiion. 



4. 



Present ^^our situation and defend your method of handling 
the situation. 
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HUMAN RELATIONS: INCIDENT STUDY #3 VTR 
"WHY IS THE PROJECT ALWAYS 'RUSH' WHEN IT GETS TO MEt" 



SITUATION: (Write down what happened.) 



\ 



WHAt DO YOU DO: 

1. Briefly describe what happened. 

2. As a group, decide what you would have done'in the same 
situation. 

3. As a group, be prepared to demonstrate through role playing 
how the situation should have been handled. 

a. Choose actors^ . 

b. thoose someone to tell the t^ole class how the 
^ Situation should have been handled. 

c. Choose someone to answer the questions that other 
class members might ask regarding how your group 
handled the situation. 

4. Present your situation and defend your method of handling 
the situation. 
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GROOMING 



CoMplated 



G^r Read page 64 and db Exercise #1;^ tliat pdge. 

G-2 Study pages 65 > 66/ (S7^ and '66. 

G-3 Do Escercise #2 on 'pag0^^^ 69 * f 

G-A Study page 70 and do Exercise #3 pn that page. 

G-5 . Read page 71. * 



i 



G-6 - Do Exercise #4 on page 72. 

/ ■ ■ •■• - . . 

G-7 Study Fabric Book, Obtain this book from the receptlbnlst . 

Do Exercise. #5 on page 73. 

•t 

G-8 Objectively review the Grooming Checklist on page 74]. rt isn't' 

necessary to write answers, just remember to do all of the items 
. mentioned for your sex* * ' . 

G-9. Read your Grooming Summary on page 75. 

G-10 ^ring current articles about grooming* to class* 
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. - GROOMING 
THE NEW YdU--A BETXER IMAGE 



HOW YOU LOOK IS IMPOJITANT ' 

People c:t3ming into your office imroedia'tely form an opinion of you 
by the way that you are dressed. It is wron^ for peopJ.e to junqp 
to concIusionSf but. many dp it anyway. Sometimes the people who ^ 
come into your of f ice are the people who decide whether or not you 
will be promo^ted. ^ 

The way you dress is important to you, your supei^isor, your office, 
your division, your bureau, your agency, and your Government. 



GROOMING "S TEN COMMANDMENTS 



1. Know your own good points. . .and'sjlay them up. 
J2. Know your c«wh bad points. . . .and play them down. , 

Grooming Exercise //I ^ 

Make a personal list of your assets and liabilities. Be objectiVe. 
The things people compliment you about are probably your assets. 
These assets could be a smooth complexion, attractive hands and nails, 
your eyes, etc.* Your liabilities arp seldom mentioned to you. Chances 
are, they are anything you haven't listed as an asset. You don't have 
to, show this list to your classroom supervisor (instructor) unless you 
want to. . 



Full View Mirror If you don' t^ own a full view mirror, purchase one. 
It's worth the investment. It'' s the .best way to honestly recognize 
your assets^nd liabilities. Be objective and Remember thgt; beauty is 
in the eye of the beholder. 

3. Know^W% type of clothes that do the most for you. * 

4. Knov3|§t:he colors that do the most for you. 

Tips on Style and Color Dark colors make you look smaller.- Light colors . 
make you look larger o You can look slimmer by wearing clothing with a 
single vertical or diagonal line. If you are overweight, avoid 
horizontal lines, large prints, heavy fabtics, and several coloiss at one 
time. Find your most flattering colons and try wearing them near your face, 
Choose a style that looks good on you. Choose colors that you think will 
make you look your best. 

T^^e next two pages have dress lines of various types. Study these lines 
and decide which lines are most appropriate for you. Gentlemen should 
study the lines and japply the same ideas. to their suits. 
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^ jj^^'f^^ ^ ^'jM**" No consumer .can rmember the name» 6£ ell 

p£ tjie ftnlehei on thlMHarket tcdey. New ones appeer' almobt dally and the 
JfB^Bim^ tell whit *l^e ftnlah will do. So, the first. step foi: 

coneiJaiei?' 1» to read the label. As you read, ask these questions: 

1. What is the finish? • . , 

2. What will it do? ' ^' \ ' ' 

* claims for the finish reasonable and believable? 

^ ' 4. Is the finish appropriate for the use of the fabric or 

garment? ' . _ 

5. What care will be required? 

6. Are the directions and claims stated 1^ clear and simle 
^ easy^to-understand language? ; , 

Read the label carefully- -do not expect greater performance than what 
is, stated on the label-.and follow directions for the care of the fabric 
or finish. 



Learn the terminology used on the labels. 

Durable and Non-Dura ble Finishes Why does a fabric lose its body? Why 
does it feel liijp? Why does it change its color? Any of these may happen 
because not all Tinishe^ are durably. Fabric finishes that last are 
durable, but not permanent. Finishes are classif;led as durable^-i^emi- 
du^|?le, or non-durable. . 

*buratle finishes will withstand a nonoal amount of wear and care without 
being reapplied. 

*Semi.durable. finishes will withstand several wearings and cleaning before 
needing to be renewed. . 

*«on-durable or renewable finishes are those which rOb off easily or »are 
removed by washing or drycleanin^. The finish may' be' reapplied or Whewed 
as part of the cleaning process, but this is an added Expense. , 

Permanent Press There are many instructions given for care (yf washing' 
permanent press, but the main" thing to remember is to avoid putting' wrinkles 
into the fabric whenever possible. The best, results are obtained by using 
an automatic washer and dryer (not on the hot cycle) and hangltig each article 
on a hanger as soon as it is dry^ Hang pants by tlie cuffs.^ Permanent Presa 
can also be hand laundered and dr4p dried. , ■' " • 

\ ' • ' . ■ '.. ' ■ .. 

Grease is hard to remove from permanent press fabrics, Pretreat grea&e spots 
with non-flammable dry cleahing solvent before washing. Use fairly hot water 
and a good soap or detergent. OiL and water- repel lent finishes .aire d^l;en 
added to permanent press for protection againSt grease and oil stairis. 

No ironing will be; necessary if the. permanent press finish meets th^ standara 
set^up in companies. holding the patents; Check on your laundering method if 
your permanent press clothing npeds ironing. You may b6 at fault. Permanent 
Press can also be drycleaned without need, of ironing. 



Washable F|iftli^eg -What does w^ishable mean? 

WASHABLE. Wash any way; bleaching agents may be used. Dry as desired. 
; Mi^ be drl , * V 

HAto) WASHABL£. Wash separately^y hand. Use lukewarm water ai)d mild soap 
or detergent. Don't use any bleaching agents. Dry away from heat or sun. " 
Do not wring. 

MACHINE WASHABLE. Wash under commercial or home laundering conditions (Do 
not boil^or use bleaching agents), pry away from direct sunlight. Follow 
instructions issued by washing-machine mafiufacturer if tumble dryer is used. 

Spot and Staih Resi&tancfe Removal of stains from fabrics is a probFem in 
the care and upkeep of textiles. Finishes are now applied to control an<j[ 
reducfe the affinity^ of a fabric for spots and stains. The presence of the " 
finish prevents stains from penetrating into the fiber. ^^j^ 

A wa^r-resistant finish (Unisec, Sylmer) resists soiling from water-boime 
stains, duch as carbonated beverages, tea> and black coffee. 

Oil-tesistant finishes .(Zepel, Scotchguard) resist oij-bome stains from 
such foods as" butter, fat:s, candy , and 'salad oil. 

Spot and stain-resistant finishes develop stubborn stains i especially if 
they are not cleaned quickly or if they are pressed before cleaning. 

To remove stubborn stains, pretreat by soaking in a small amount of liquid 
household cleaner before laundering. » s 

Consumer Responsibilit y Bfe an informed cpnsumer--accept your responsibility 

1. Understand what your fabric will and- will not do. 

2. Read all labels carefully. Look for care of fabric or gatment 
instructions. 

3. Study facts about new types of fabrics/ ^ - 

4. Keep all labels which list finishes used and which giv^* care 
instructions. Write a brief description of the garment: on the 
label. Make a file. 
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STYLES THAT WOULD IfiOK GOOD ON ME: 
(Review Dress Liheslf 



STYLES THAT I ' SHOULD AVOID: 
« ' (Review Dress Liiyfes) 



COLORS THAT I SHOULD WEAR: 

(Should ray major color be dark or light?) 



MY KIND OF FABRICS ; ' 

(Heavy or light) (Durable, ^Serai-durable, or Non-durable finish) 
(Permanent Press) . (Washable, Hand Washable or Machine Washable) 
(Water-resistant, Oil-resistant, or Spot and stain^resistant ) 
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5. Know the kind pf clothes your way of life and place in the 
comnunity demand s 

6. * L^arn to wear clothes to make them belong to vou> 

?• Learn to Iceep your clothes well tended, always' looking veil- groomed > 

Look The Part of An#Office Assistant If you don't feel you've been looking 
•your best, start today to look the part of an off ice assistant . Yesterday 
you might have been a student, a file clerk, or a messenger. Today you might 
also have the role of a mother, or a father. You might also have to work two 
jobs to earn enough money. For these roles other than office assistant, you 
have different types of clothing. In order for yoii to look the part of an 
office assistant, you need to dress the part . ' ; 



How Do You Look The Part ? 



1. Wear clean, well-pressed clothing. ' 

2. Wear clothes that look nice on ydu. Be carefu}. of fads. 
Not everyone looks well-groomed in the current fashion fads. 

3. Smile and look pleasant. 

4. Stand tall and walk proudly. Be aware of your posture. 

5. Sit with dignity. 

6. Wear clothing that appeals to the majority. Avoid extremes. 
We recognize the fact that all people do not like all things. 
NOTE: Pants for ladies are now acceptable in most Government 
offices. The majority prefers pant suits and coordinated 
outfits which camouflage when necessary. The e^xtremes which 
are not preferred, are hot pants, sizzlers, and blue jeans. 



/ 



Exercise & Diet If you ate overweight or underweight, see your doctor about 
proper eating habits and exercise. 

Desk Kit Build a desk kit for quick office grooming emergencies. A box 
of emergency items such as spot remover, kleenex/ emery boards, lotion, 
sewing kit, etc. These items make nice gifts for office colleagues. 

Grooming Exercise #3 

List below the items you would like to have in your office desk kit. 



1 1- 

. 4 
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^^^Plan a wardro be^ . .don't ,ad lib lt> Study what^s in your 

closet. > what to add > ' ""^ 
^* Know ho v much you can spend, and^budget yourself accordingly, 
^0/ Learti how accessories give clothes niiieNlives. > .can^jiake or 
^ break a costumei \ 

Build a Professionaif Wardrobe 

Look to see what you have that would look good in the office. ^ 

Decide what you need to make or buy to build your of fid^ wardrobe. 

.Remodel, add accessories to older clothes that would be appropriate 
for office wear. 

^ Develop Your Own Fashion Personality 

Select the right kind of wardrobe for yourself. 

Look through newspapers and magazines and become aware of what 
would look best for you. 

llever repeat a bright color. more than three timu m , preferably only 
^ twice. 

Never repeat.. a„ line you do not wish to emphasize. 

. ■ . ,» ' 

Learn to camouflage imperfections by us^hg line and color to create 
the impression of a perfect figure or oval ^ace. 

Buy Wisely -v - 



Buy the best clothes that you can afford. Dori't^ afraid to ^ 
sacrifice variety for quality. 

/ - 
Make sure that your clothes fit well. . * ' ^ 

Look to make sure that the clothes have lines that help you look your 
best. " . 



Look for materials that hold a press well 
Buy clothes that are easy to keep up. 



/ 



Buy only the clothea that you need. Your wants and your needs )nay 
vary. ^ 

Raglan sleeves tend to narrow shoulders. 

Knit fabrics emphasize any extra ounce of flesh so should be worn 
only by perfect or average figures. 



r 
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Q^ooming Exercise #4 

... • " ■ . • . f 

Rearrangement And Inventory Of Your Clothes Rearrange your closets. This 
should be done twice a y,ear, usually when we change from summer to winter 
clothing or vice-versa. Place all of the same 4tera's> such as pants together. 
Place all print pants together* and all solid colored pants together. Do 
this with each type of item In your wardrobe. You will probably 'have more 
prints than sdlids or vice-versa, based on your individual taste. Your 
purchases should balance your wardrobe. You should be able to do more 
mixing and m9tch:^n|g. 

Separate clothing that fits Well, needs no repairs, and is ready to wear, 
from other clothing. Your ready-to-wear clothing should be kept in a 
separate closet. When other clothing is Repaired or altered, add it to the 
ready-to-wear additions. You should finish this 'job before you purchase 
additional clothing. ^ ^ - 

Shop for clothing needs just as you shop for food needs. You buy to supplement 
the items you have. 

Grooming Exercise y/4 Directions 

Write a list at home .of the clothing you have that would help you look the 
part of an office assistant ^in the office. List the numb,er of prints and 
solids you have in each category- Make your list similar to the sample 
below. Add any items you prefer. t . 

CLOTHING 1 HAVE NOW THAT IS READY TO WEAR: 

^ Sweaters or 

(Ladies) Dresses Skirts Blouses Slacks" Shoes 

(Gentlemen) Suits Slacks Sweaters Ties Shoes 

Shirts 

CLOTHING I NEED TO REPAIR: ^ * ^ 



CLOTHING I NEED TO PURCHASE: 



CLOTHING I WOULD LIKE TO BUY: . 



66 

72 



/ 



Crbomlng Fabrics -»-Exer^i8e #5 

Dliffietlons: After. looking over the fabric san^le book, decide which fabric or 
tiSbiiCB you will how look :f or when you go to buy clothing or purchase material. 

Also tell what you have- learned from studying the' fabric san^)le books. Put* 
this in the form of brief notes that you can keep for future reference.. 



FAB R I C S ^ 



FABRICS TO LOOK FOR WHEN I GO SHOPPING; 



FACTS ABOUT FABRICS: 



(Make some brief notes about the facts you have learned after studying the 
^ fabric san^le book.) ' * 
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6 R 0 Q M 1 N G CHECK L 1\S T ' 



iiOHEN: 



1. Do you make a real effort to dress in the role of^an office assistant? 

2. Are'your clothes clei^n, prea^d» and ftee from perspiration odor? , ^' 
3a Are your shoes in g©od repair and polished? . * n- - 

Do you look in a full-length mirror to check your appearance before - 



5, 
7, 



leaving your home or apartment? 
Do you tflways wear nylons and a^e they free of runs? 
Do yoiK take a daily bath or shower? 
Do you remove underarm and leg hair every week? 



J 



^ . ^ • 

MEN: 



8. Do you -brush your teeth at least twice' a day? 
9^ Are you careful not to ever have "bad, bri^ath"? 

( ' ' ■• . ' ■ • ■ 

10, Are your fingernails clean and well p^omed? 

11, Do ydu wash your hair every week or' ten days 

12, Is your hair well groomed? 

13- Do you put your, makeup^ on correctly? / 
14, Do you stand attractively? ■ . 

15 1 .Do you sit . correctly? ^ , ' ' 



1. Arle your clothes well 'pressed? - • 

' '■* 

.2. Do you make a real effort to dress in the role df an office a-ssistant? 

3- Do you make sure that you do not have ."bad breath"? . . 

4. Do you wash your hair once every week? 

.5. % you take a daily bath or shower? i : . 

6. Are your teeth cle-an and healthy? ^ ^ • *. - 

7. Do you change your socks and underwear <iailv? 

8. Are your clothes free ^rom odors? , : 

9. Ajre your clothes free from food stains? ■ ' " 
10. Do. you keep^your shoes well {Dolished? , - . 

n. Are' your fingernails clean and wel'l groomed? ■ ' ■ . . ' 
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GROOMING SUMMARY 



TAKE A POSITIVE APPROACH! A positive attitude can reflect 
a positive appearance. 



WEAR WHAT IS BEST FOR YOU. 
WEAR WHAT IS BEST FOR THE OCCASION 
BE A "BEAUTIFUL*' PERSON 
Be 

Enthusiastic, 

Attentive, 

Useful, 

Thoughtful, 

J^nter ested , 

Friendly, 

Understanding, apd 
' i^^^ve your fe^llow workers. 

FOLLOW c;RtK)MINC;»S TEN COMMANDMEN^l'S 

Kni>w yiHir own ^i>od points. . and^ plav them up. 

Kni>w vi^ur i^vn bad points. . . and play them down. 

Know the type of clothes that dt> the mtKSt fo^ yt>u, 

Km^w the collars that di> the nu>st tor yt^i. 

Know' the kind of clothes\vour way of life /ind place in the 
communitv demands 

Learn to wear clothes ti^'make them beh^n^ lo ^^^^ 

Learn to keep yo\\v clothes* well tended, always looking • 
we 1 1 i>i>ined • ^ - 

IMan a wardrobe. , .diMi't ad lib it. Study what's in ve^ur 
e 1 oset , } 

Kni^w how iniuh y(u,i can spend, and hud^t'l. yom seU aroordii^', 

l-e/u li how /\i c f s sor ^ e s ^Jve iltahes ni nt- livis. . . cnw maki 
bt eak a c ost ume . * ti 

■ 60 
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MAILING 



MAILING 




Circle When 
Completed 



Film - 'Trepare With Care*VV;.4% 




i 



M-2 



Study book - "Prepare With Care. 



It 



You will 6ee slides "Selecting the Right Envelope," 
Your instructor will tell you which channel to listen 
to. Take notes about any infonmtion that is not 
covered in your book. Your not^fc^will be placed in 
your desk manual. ^ 



You will see slides "Preparing the Envelope Properly. 
Your instructor will tell you which channel to listen 
to. Take notes about any information that is not 
Gi^vered in your book. ^^ur notes will be placed in 
your desk manual. ^ 



You are to handle the mail when your supervisor asks 
yc^u to handle it. / 



At 1:15, obtain work from supervisor to 
return to each student. Stamp date on 
back of work before returning it. 

Assemble completed work for each student 
in daily work folder. Stamp date appro- 
priately on front of work before turning 
it over to your supervisor. Make your 
office, rounds between 4:00 and 4:15 p., p.* 



M-6 



Do Mailing Exercise on page ^o- 
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MAILING EXERCISE 



1. You should always use^^|Jlr^#avelope that is much 
larger that the material being^mailed so that 

the person* opeiting the envelope will not damage > 
the contents. ^ 

2. It is permissible to use a square envelope when the 
material being mailed^is a photograph or some 
other item that should not be folded. 

3. Brown o^ dark green envelopes may be used if 
the address is typed on a label that is . 
white^ light blue, or light green. 

9 

4. Any color ribbon or ink may be used in 
addressing mail . 

5. Always use standard type styles. Avoid artistic, 
type styles, such as script. 

6. The' address read zone is an area 2\;x8 inches * 
located 1 inch from the left edge and ^ 

inch from the bot,^om edge of the , fenve lope . 

7. A uniform left margin - "block stylr'* 
should be fol lowed- when typing >i:he 
address. 



8. If an apartment, room or suite, or othtM^ 
unit number is used, it should appear 
on a line biMow the acidress. 



9. Hand ~ add ressed mail should bo used only 

when the Aise of typewriter is impracticabU*. 



lO. Government envelopes may be used ior private 
use withc?>ut penalty. 
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ORGANIZING 



Circle When . ; .1 . 

Completed 

0-1 Do EKercise #1 - page 84. 

0-2 Read page 85» Do Exercise #2 - pages 86 and 87. 

0-3 Organization Slides ' • 

Take notes for yout^ desk manual. 

0-4 Do Exercise #3 - page 88. * 

0-5 Do Exercise #4 - page 89. ^ 

The current "NOW* and ''ASAP' lists should be in,yodr daily work 
folder or on your desk calendar. 

0-6 Do Exercise #5 - pages 90 and 91. 

0-7 See instructor for tape reqorder. 

'Do Exercise #6 - page 92. 

0-8 Do Exercise #7 - pages 93, 94, and 95. 

•Read exercise. 

Small group activity. Inform instructor. 
0-? Do Exercise #8 - pages 96, 97. 98, 99, 100, and lOl. 

O-lO Do Exercise #9 - page 102. 

O-H Do Latent Image, Exercise #10. See receptionist for exercise. 

0-12 Do Exercise #11 - page 103. Show it td your instructor. 
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OROANlZATlpN: . Ex?rfcise #l' 

' J . " • • ^ YOUR SUPPLIES, 

Be-cause it is important that yon are we^l organized, you need to knoVwhere'- 
evervthing is at your desk. The following list shows items that are eithfer ' 
at ydur desk now or. items that you should- get from the suppl.y closet and 
■ place in your desk.. Your job is to. wri^e . in one or two wOrds" whfere'eich ... ' 
'l,tem Is in or on your desk. ^ ' " . ; 



• 1, 


paperjcliiJs 


iSf ' 








2. 


rubber bands ' 


- ■ 








.3. 


pencils 










< 

A. 


pens. ' ■■^ . 










5. 


ruler V 










. 6. 


scotch tape 










7. 


letterhead paper 


- - 








8. 


plain bond paper 










9. 


colore^ carbon packs 










10. 


envelopes 










11. 


telephone memo pads 










1?. 


5" X 8" note 'pad 










13. 


typewriter eraser 










14. 


correction sheet 










15. 


desk calendar 










16. 


cleaning'^cloth for desk 










17. 


typewriter cover 








IT- 


18. 


tyjjjjpriter instruct lonal 


booklet 
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YOUR DESK T 0 P- 



PRIMARY WORKING AREA': 



SECONDARY WC^KING 
I 




This is the area that you tio most of your work/ 
It should. .be an area on your desk free from - 
any materials or equipment that would make it 
difficult for you to work A better term for 
this area would be--"The Clean Area." 

^his is wh^re you shguld pjace most of the 

terials and equipment that you most frequently 

Items that would be included in -this area 
,ld be: telephone, telephone pad, pencils, 
5" X 8" notepad, letterhead, plain bond 
carbon packs, envelopes and e'^tc- 

s secondary working area afto includes your 
top drawers. 



Other parts of your desk should have materials and equipment that you 
do not use very often, but they are necessary to the efficiency of your 
desk. For example, your per soiiaL* drawer might be the bottom drawer 
on the left hand side because you would not use your personal items 
frequently during the. day. Also, your typewriter^ cover could be placed 
under the typeurriter in the empty storage space during the day. 



Place your materials and equipment so that you will have to use little 
energy to get to ycur supplies. ^Fherefore, most of your energy can be 
devoted to getting your work done and getting ahead. 




OFFICE METhI^ 




BEHAVIOR 



0-2 - • 

ORGANIZATION: Exercise #2 , ' 

Page 86 - DESK ORGANIZATION , " . 

OFFICE ASSISTANT. • " ^ 

On the desk diagram opposite this page, please write whereSfche* 

following items are placed on top of your desk: 

1. inbasket 



3. telephone pad ^ >!BP^ 

4. 5" X 8'» notepad 

5. desk calendar 

6. stapler ^ 

7. name plate 

8. daily working folder *• 

9. pencils 
ID. pens ^ 

Also indicate anything else that you think should be placecl on 
of your desk. 



2. 



♦telephone 
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M DESK Iff 



EITT AREA 



/ 

/ 



■ ^^^^ 



/ 



f 



\ 

i s E C O d"a' r y working area \ 

0 ^' • \ 



0^ ^\ 4 

.r- \ PRIMARY W 0 H 1^-^ N G A R E A V • | 
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O-A ORGANIZATION: Exercise VA3 



Obtain a manila file folder from the receptionist's desk. You- 
are to make a daily work fol^der. 

^The folder ifi to be used in filing all of your completed assignments 
^The Assignments will be filed in the folder in chifonological order 
with the most recently completed assignment(s) on top. 

Be as creative as you wish in your design of the folde^. Your name 
should be placed along the straight-qut tab section of the folder. 
The wor^s "Daily Work Folder" should be clearly printed, with a 
- majic marker, on the front of the folder. 



4 
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OFFICE METHODS AND BEHAVIOR 



0-5 — 

OReANIZATION: Exercise 4 

Page 89 - THINGS TO DO TODAY LIST 



TJxese instructions wiU replace the ones given you^ in 0-5 in your 
5 student manual. 

Do not keep two lists. Put all the "things" , you have ,to do on 
one- list- -THINGS TO DO TODAY. ' 

Cross out e*ach item on your list as you complete it. 

Make a new THINGS >T0 DO TODAY list at the beginnings ou end of each 
day. Include all items'^ that were not completed , jjlus new 
it^s which yoi^ have been assigned. 

^Put your THINGS TO DO TODAY list on top of ^11 materials in your 
in-basket when you leave for the day. 




OFFICE METHODS .AND BEHAVICR - 



CEGANIZATICW: Exercise #5 
Page 90 - TO BE DONE LIST 



7 



DIRECTI(»JS: Instead of lifting items under DO "NOW** and DO "ASAP", , 
list them under the following headings: 

1st Priority 2nd Prioi^ity "3rd Priority 



^ 1st priority items are those which must be done immediately. 

2nd priority items are those which should be done as soon a-s possible^ 

3rd priority items are those which may be done when extra time is > 
available. . \ 



TO BE DONE I t S t 



1. Call about having my typev^iter repaired. 

2. Retype a letter, to Mr. Gordon Johnson that should have gone 
out today. ;t ' 

3. File* yesterday^ s material. 



t supplies from GSA Self -Service Store. 



rox i 



Xe 



Very important 



5. copies , of the Bureau staff meetings for FY *71 



6. Put the 20, page repoft/together . Staple 50 copies in the' 
left corner, f ile; the«^est in separate folders. Need by 
next week. * * * / 

7. Buy a birthday card for Mary'who sits two desks away. Her 
birthday is ^ days away. 



3. 4 Type 50 mailing labils. These are for the report that goes 
out next week. 

' ^ >. . 

Wipe off the desk. . 

» 

. Work on my desk manual. 



D 0 " N 0 W " 
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DO "ASA P'»" 



(DO AS SOON AS POSSIBLE/ 



\> OPFXCE METHODS AND BEHAVIOR ' 



0-7 ^ 
ORGANIZATION: Exercise #6 

Page 92 - IMPORTANT THINGS TO«R£MRIBER ABOUT ORGANIZAtUn 

You will not use. a tape recorder for this exercise. Ais a group 
you are to discuss the importance of organizing youjrself, your 
work area and your work. Discuss the major podnts and any other 
ideas that you feel are important.^ 



OR^AIfJZATiOll: ^Exercise #7 



CASE STUDY 
/'HOW DO I GET AHEAD" 



DIRECTIONS : 



1- Read the Case ^SVudy-r/^Hdw Do I Get Aheid." It is a 
^ conversation between two clerical "assistants. 

2. After reading the conversation, answer th^ following 
questions : • ' i 

a) What type of a person 'do you think Doris is? 

t>) What do you think about Barbara? 

c) How can being organiEed help you move ahead? 

d) Discuss your ideas with your group. 

e) Present yout ideas.* 

f) Make notes of other peopU-s ideas that you 
.would help you move ahead. i 
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CASE STDDY #2 
"tow D^P^ET AHEAD" 



Doris: 

Barbara: 

vDbris: 

v.. 

Bar'barfi^ 



Dtfris: 



Barbara : 



Doris : 



Barbara: ' 
Doris : 

Barbar^ 
Doris : 



Barbara: 
Doris : 



«3> 



Thank goodness for the coffee break. 
You said it. ^ V 

You know, fi0rbara,' somedays\thfe off ice is really a drag. You. 
notice that? . ' ' 

I sure have. Also in" my office. It's either a drag or else you're 
running your head off trying to catch up^wlth whatever else^hey^^'^: \. 
didn't get done a We^k before. S^ito like everything aroi|nd^here 
should have been done' yesterday. '^^^I'** 

Yeah, my office tpo. Or , else instead oi yesterday, the week 
before. Man, you know, they seera to, always be talking about >the 
importance oftime and getting things done bv^t,.I don't know, I 
wonder who IWP^^es about it? 

I doa' t know. All I know .is that I am supposed to spend 40 hours 
a week doing 'whatever they say to dcl^gjnd that's what I'm doing. 
Just what they tell me to do. / 

You know, that's just the trouble, Barbara. 1 real4y don't want 
to just dp what they say to do for the 40 hours, a week. ,You know, 
if I'm gonna have to be out here working, I sort of want to see if 
I can't get ahead. I wonder/what it is that helps make it so that 
you don't have to stay 'doing these kind of jobs we're doing all 

filing, running for coffee, filing, and running for 
coffee,' doing Qdd-ends. I want to know what it is thaf makes you 
njpv^ ^head. » . . 

^That's a good question, Doris. You and about 20,000 others would 
proVably like to know the same answer. 1 V 

YQ|ih, well, it seems like there's gotta be sDm4:^;^pd of guide or 
sdjbe kind of a solution. Look, some people make it . How do they 
make it? ^ * • . 

1 don't know. Maybe ^t hey * ve. got some pull. 

Yeah, well I'm sure pi^^^helps but, 'there's gotta be something' 
els^. You know, Bai;bara,^|^'; was so interested in this 1 asked Sally, 
yoO know, the girl ufjstairs ^who' s working in the top office, I asked 
her how she made it. She said she made good use of her time/ Now 
what do you think about that? *C ^ 

what I think about t^tit<i^Doris , is that's great but just 
what did she mean anc^ how Ijglo you do it? 

You know Barbara, that same. tjAng crossfed my mind. > wfien Sally ^aid 
that, 1 kind of asked her abbot thlit same kind of question and sha^^^ 
kind of lo6lced at m^ 'liind said you know, like getting to work on 
time, getting^aready for the office to open, being there to an^wer"*,^^ 
the phone early in ' the morning or something like that and then^she, • ' 
Went ofi to say something abouj having ^our work so that you kn^W 
what you had to <to, that day. 'l told her that I didn't' realiy heed ' 
to organize my work, they. sort of told me what to do each day. And 
she kind of put me straight about the fact that there are things 
that 1 l|jnew 1 had to dcJ every day and^l ou^ht to wf^te myself a note 
4nd £ell myself what had to be done and notvhave so many people teli 
me what to do. Fact of the matter^is, Barbara, you know what 'she 
said to me? She paid that you get more money and you ^et ftiore a^ade 
raises by being able to do what you should do without beifig tola 
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how to do it. .Nowm^ow abbut that? ^ 

Hmram, I don't know. Maybe that makes sense. I know that some 
of the people that :I knpw who are up higher in gradl^ certainly i 
do their things on their own, they don't have to be told what 4:o 
do. Fact of the matteir is that's the kind of job I>»d like to 
have, one where ^people aren't always telling me what to do. I'd 
Uke to use the, brains I think I have. Ydti know, Doris, 1 think 
you and I cDuW^cpme up with some ideas that would help e^h other 
to g^t aheajtamMm^ matter is', why don't wi have '«ifee 

break tomorH^^Mkomorrow why don't we sit down and why don't 
we get tdgeth^^Wrd bring some ideas ^s to what we could do to. 
really get, ou^lves together. We cMld sort of give ourselves 
somesfguidclines. l^^pt's see if' we can't think what should put on 
our desks and how we should organize things and what would help us 
get organized'.^ ^ You 'know; I th^^nk I'd like to be better prepared 

;to dp a bette£^' job '^p that I could move up. Let's come tomorrow 
with som^ ideas of just how we can 'get better organized so we can 

, knpw/^hat- to do with our time, then use it more effectively. 

'^^^^^^^ if 'I didn't know you any better I'd think you're 
going to* be a. school ^.^^ 

j*>t' s^unds^^^^ dumb^but might as well do that .^5 anything else^. 

I'm doing upstairs. Nothing else is fiappening right' now. / 
1 don't know, Barbara, maybe it won't work. Well, at least it's 
wbrth a try. Okay? Can we meet tomprrow? Coffee break? , About 
the same time?^ ^ 
^^ay by rS.' Man, th/ next time you see me Vll >e so 
that loali out. Who^ows, I might end up jiitke ghief ^ 
whole division. \ . ^ - 




ORGipZATlON: Exercise #8 



PREPARING AHEAD FOR JOBS 

^ ' . ^ 

DIRE^MONS: On the next four pages, list •all of the Iteids you . 
^f/r would need to have availably when yp\x would be 
working on the assignment. 

i. Draw what ii^ms'you >rould then say what it 

is. Put the item in eithet the primary or secondary 
area on the chart. • > • 
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ORGANIZATION: Exercise #9 

• * . 



NOTE TO THE ASSISTANT 

Your supervisor is going to \iave a staff meeting next Wednesday. 
The meeting will be held in the supervisor's office, Room 7822, 
a^ 10:30 a.m. Yom/ supervisor has asked you to set lip the 
iHBeting', notify the people, and^set up the room. 

People to attend the meeting: 

Martha Simpson 
Carma Martin 

Deanna Marshall ' , ■ 

Wanda Jones 
Beverly Johnson 
Mary Healy 
Donna Ragsdale 



The meeting is about clerical assignments for' the next six months. 



Your job is to organize your thoughts, make a plan of action as to 
what you would do, type up the plan ^ and give the plan t^ your 
supervisor (Your Instructor). 

BE AS CREATIVE AS YOU WOULD LIKE! Also, work as quickly as posslbl 
You may use any reference books you think would help you. 
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ORGANIZATION:' EXERCISE #11 
■ .' ; • BUIl-D A DESK MANUAL 

.Directions: At -your office make. a desk manual. -A vyell developed 
desk manual should contain the ;£bl lowing information, as well as 
instruction^on any other areas that may apply specifically to your 

■ • > . ' . ■ f 

Assignments-.-^Jobs* to be done 

^ 2. Correspondence Procedufeife (include samples of'each) 

, , a, letters - , ^ 

* memos '* * 

" , . c, reports 

d. telegrams ' * \ 

3. Correspondence Rules 

* * . a, graramai; 

b. punctuatipn 
\ ' c, capitalization ' 

" ^ ■ - " ^ ' * ■■ • • 

^ ' 4; Filing Procedures 

5. Fo^s Used (include sample;^ of each) 
, 6. General Procedures , ' 

?• Mafl Pjrocedures 

Pffice and Agency Abbreviations / . / . 
'9. Telephone Procedures 

Yau -will /need a Spring binder, tabs and bond pap^r with 3 holes {Punched, 
When. your desk manual is completed, you should be afele tou^e it to train 
new employees in your qfficel. ' ' 



Bring your desk manual to class during the third ^week to show to Vour 
.classrbom supervisor. . ' — 
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TELEPHOWING 



.Read Phonetic Alphabet information, page 109. 

Do Phonetic Alphabet ^rcise on pages 110 and. 111. List 
some familiar, short words for your own phonetic alphabet. • 
,Doo't use the samk word twice. 

Telephone Slides- * 
*T^ke notes for your desk manual. 

: ^ ^ " ' : . - ' ' ■ ^ ' • ' 

Obtain "Taking 'Telephone Messages" from the receptionist. 
If neqes?ary, see Supervisor for Latent Image instructions. 

-Obtain "Telephone In-Basket Exercise" from the receptionist. 
.AsJ< supervisor about putting tape on channel for you. 

Ask. sy per visor about putting "Telephone Message Tape" on 
channel for you. - See receptionist for' answer key. Check 
.your answers and return ansj;er key to rej::eptionist . 

^Obtain "Handling the Caller Correctly" from the receptionist 

Study and practice pages 112, 113, 114, 11,5, 116,iand 117. 

Do "Are You .Phonoa^nic?'' telephone exercise on pages 118 
11.9,; 1.20,' 'and 121. . , ' / 

•Apply ^key on;page 122.- . ' 

Do "Clear,- Distinct Enunciation" exercise on page 123« 
"See supervisor. . ' 

Teiephojfie phrases and sentence patterns on pages 12A and 125 
See instructor , for tape recorder. Instructor, wi 1 1 -put 
itppropriate tape on irfultl- channel system and inform 'you 
of channel number. " • ^ /\ 



Wr^ite what you Would say to callers in each situation on 
page , \ • . ^ , • 

You-will receive a telephone cal 1 . YOu must accurately lako 
a message because yoyr instructor is out of the office . 
Practice good telephone manners. Transfer the cal.l or 
place the- message on ydur supervisor ' 5i desk. You M 1 receive 
'exacts instructions. . ' ' ^ 
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Pag* -2 ■ ■ * • 

T-14 You vili place a call to a classmkte from your office* 

See supervisor for further iriiEormatlon*. 

^ ' ri ^ ■ 

T-IS . You will receive andther telephone call during class from a 

• - "difficult'^ caller. Handle it Iqourteoualy and efficiently. 

YOICMUST TAKE A MESSAGE . Dort't ttansfer the call to the 
\8u{^rvi8or. 

» • - ^ ' «, 

T-16 * You will 'be" the Alternate Receptionist . This means you 

. ' will sijt ^ the receptioniat ' s desk when the receptionist 

hatf to leave the desk. You will answer all telephone, calls^ 
V transfer them appropriately (note seatihg chart and buzzer 
, ^ ^ numbers), and handle all office visitors while^ you are at the 
desk. See ' supervisor for practice exercise, "Speaking with^ 
the Office Visitor." n . 

" ■■ . 

T-'l7 You will be the Receptionist ^n the day after you function 

as alternate receptionist* ;Your full*time duties will be 
' ' the r same as your alternate receptionist frictions. You 

• will also distribute work or do other extra assigndients for 
the supervisor. - • 

T^]LS Video-tape Telephone Tips . * 

, Take notes for your de^, manual. ^ 

T-19 Filmclips on telephoning . 

• T-20 Study FTS Directory 

Bo FTS Questionnaire. Exercise on pages 127 and L28. 

T-21 Long distance call information from supervisor, ^FTS 

and AutovDn) 

T-22 See your supervisor for a list of long distance calls. 

T-23 Re^d page 129. ; , ^ 
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PHONETIC ALPHABET 



The phonetic alphabet is ufied to clarify t^e pronunciation 
-of letters. Many letters;, sound alike, and few . of have 
perfect* diction. Use yoiiV phonetic alphabet when taking 
messages and verifying the correct spelling of a name. 
Always lise familiar j short words. There should be no 
doubt in the' listener's mind about the first letter of < 
the word you use. For example, you could say, "B, as in - 
boy" or "C, as in cat." The word "knew", would not be .a r 
good word since it can also be spelled as "new." 

Here is a suggested phopetic alphabet that, may be used in verifying 
the spelling of difficult names: 



A as 'in ALICE 
B as in BERTHA 
C as in CHARLES 
D as 'in DAVID 
te ^s in EDWARD 
F as in FRANK 
G as in GEORGE 
H as in ^ HENRY 
I as in IDA » 
J as in JAMES 
K as in KENT 
L as in LOUIS- 
M as ^in MARY 



N as in NELLIE 
0 as in OLIVER 
P as in PEtER 
Q as in'QUEiER 
R as in ROB'ERT 
S as> in SAMUEL 
T as in THOMAS 
U as in UTAH 
. V as in VICTOR 
W as in WILLIAM 
Xa^ in X-RAY 
Y as ^in YOtfNG 
Z as in ZEBRA 



i. 
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PHONfitiC ALPHABET EXERCISE 



f 



DIRECTIONS: Write the following names using your own words for your 
phonetic alphabet* < 



EXAMPLE 
B boy 

^ _ 
0 _ 

N NeUie 



0 j_ 

W _ 

S _ 

K J 
I 



3) • anlth 

, S 

M 

I __ 
T ■ 
H 



Robert 



old 



S . salt 



.0 Oliver 
N never 



1) Witkowski 

» W ■ 

1 ■ ■ 

T ^ 

K 



2) NTeves 
N 

I 

E 

V 

E 

S 



3) Gardner 

G 

A 

R 

. D 

N 

E 
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PHONETIC AliPHABET EXERCISE 
&) Silvers 



S 
1 
L 
V 

IB 
R 

S 



7) Jodefczyk 

J ^ L 

0 _J 

s' 

E ' 

F 

C 

z " 

Y 

K 

9) Pote 



6) Berkowitz 



8) 



E 

R 
K 

.0 
W 



T 

Z 



MacUonaid 
M ■ 

A J 

C « 

0 ^ 

•N . 

A 

L J_ 

D 
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TELEPHONE STUDY GUIDE 



BOSS IS IN: 



\ 



'You: 



Caller: 



You: 



Caller: 



Gaod morning, Computer Ana lysis 9 
Miss Jones speaking • 



Good morning, I'd. like to 
speak wittr Mr. Hart please. 



Yes, May 
calling? 



1 tell him who is 



.This is Bob Frazier from the 
Departmelit of. Labor, 



Steps: 

1, Identify office 
2; Identify self 
(Good "morning or good afternoon 
is optional*) 
Steps:, 

1, > listen to the caller 
^ 2, pick up pencil and find 
plain pad, ' : 

sound' friendly v 
be ctieerful 
(these' two stfeps will maKe the 
caller feel that y^u are trying 
to he^p*h±m rathei? than giving 
him th^ "run around." 




5teps : 
1, 
2. 



listen for the information 
imragdiajrely, write down his 
name^^^d company or . 
Government office 



Yoxi: 



Thank you, Mr. Frazier. IMf 
connect yoii with Mr. Hart. 



You: (Connect the call) 



Steps: 
1, 

2. 

3. 



Steps: 
1. 
2. 
3.' 



thank the caller for giving 
you the information, 
repeat his name% 
"let the caller know that 
you are putting him right 
through to the person he 
cal led. 



push the "hold" button 
push the "intercom" button 
buzz or dial Mr. Hart 



You: (When Mr. Hart answers) 

Mr. Frazier from the Depart- 
' ment of Labor is calling you. 
He is on Line #2 . 



Steps: ' ^ 

1. say who is calling and who 
he^ represents 

2. identify which l^e 



Goo4 afternoon. Computer 
y Ana lysis 5 'Miss ^ones speaklog 
(Xise your own limine) . 

Good afternoon, ' May ,1 speak ' 
with Mr. Hart? - * " 



»Mr. H^r^t is out * of the^ of f ice 
at the moment, fjay I tell him 
whd called?. 



Steps: * 

1. Identify office 

2. Identify yourself 



Yes^ this is Mr. ^ Burke from the 
St^te Apartment » 



Thank yp.u, Mr. Burke. I'll ^ 
tell'^Jr^ Hart that you called. 
Would ypu like to l^ave a 
message? . ■ , 



Yes, would yoa a§k him to call 
me when he comes in? 



Certainly, Mrj^urke, what is 
your telephone number? 



Steps: 
1. 
2. ' 

Steps : 
1. 



,2. 



Steps : 
1. 
2. 

Steps'; 

2. 
3. 



4. 

Steps: 
1. 
2. 

Steps ; 
1. 

2. 



Listen to the caller 
Be ready with pencil dnd 
pa fie r. 

Establish that Mri'Hart ^ 
is out (beiM||you ask 

for the calleWp name I)/ 
Pleasantly ask the caller . 
-to identify himself. 
Write 'down the name. (if 
the name is a common name, 
you should ask the caller 
to identify where he works. 

Listen for the information. 
Immediately write down his 
♦name and where he works. * 

Thank the caller for giving 
him his name. 
'Repeat his name. 
Tell him that you will give, 
the person lie called a note 
saying that he called. 
Ask th^ c'^li,er if- he would 
like to leave a message^ 

Listen carefully 

Write down what he wants 

you to do. . 

Sound friendly, help-ful 
artd sincere . 
Ask for the caller's 
telephone number. if he 
wants to be called back. 
^(Even if you think Mr. Hatt' 
might have jt he telephone 
number, it is always best 
to get the number j^ist in 
case Mr. Hart doesn't have 
.it. It is also faster for 
Mr*". Hart if he has the 
number on the telephone 
message to retyrh the call. 
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Caller: 632-4506 



You: 



Thaj^MH||^i|^ 



Burke. I Ml 
he message and' 
you at 632-4506 



Caller: Thank you. 

You: Goodbye, Mr. Burke, 



BOSS IS IN: . BUT IS TALKtNG ON ANOTHER 
TELEPHONE LINE 

Ydu : Good morning. Computer 

Analysis, Miss Jones speaking 
(use you r own name ) 

Caller: Good morning. May I speak with 
Mr. Hart? 



.(If you can see that Mr. Hart is talking 
with somt^one on another line, you should 
say : ) ^ 

You: Mr. Hart is Calking with some- 

onv on another line. Wtnild 
you like to wait a minute or 
would you like me to ask 
Mr. HarL tt) call you back? 

Caller: 11 yt)u don't think he wil. I be 
I onR , 1 would like tc) Wt\it. 



You: 1 don't think he will be Umg* 

I'll keep you informed it he 
looks like he might be on Liu* 
. line longer. Kiy \ tell him 
f, who i s eal I ingV 



Step: 
' 1. 
Steps: 

1. 

2. 

3. 



A. 
5. 



Wri^e down the number 

Thank caller. 

V^' his name again. 

^ caller you will giVe 

Wfl^ ijerson he called the 

message • 

Repeat the message. » 
Repeat the telephone number, 
(THIS IS A MUST) 



Steps: 
1. 
2. 
3. 
A. 
5. 
6. 



Say goodbye 

Use the caller's name. 

Sound cheerful 

Hang up last. 

Write down the message 

Place the message on 

Mr. Hart ' s desk. 



Steps : 
' 1. 
2. 



Identify office 
Identify yourself 



Steps : 

1. Listen to the caller 

2. Be ready with pencil and 
[)aper . 



Steps : 
I . 



2. 



Step : 
I . 



If you know that „ Mr. Hart 
cannt)t answer the te I e'jihone 
call say so at the beginning, 
Ask if the caller would 
like tt) wait t)r be called 
back. Give them the choice. 

bist en care lu I I y 



Steps : 
4 . 



bet the cajlor know that 
you will keep him intormed 
it Ml. Hart doesn't hang 
up very mhmi. 
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Caller:' Yes, this is Mrs, Perry from 
NIH. 



You: 



You: 



You: 



Thank you, Mrs. Perry. I'll 
connect you with Mr. Hart as 
soon as he is off the other 
line. If it looks like he'll 
be much longer, I'll let you 
know. 



(While call is on hold) 



(When you see Mr. Hart is free) 
Mr. Hart, Mrs. Perry from NIH 
is waiting for you on line #3. 



2. 



3. 



Steps; 
1. 



Steps 
1, 
2. 



Steps; 
1. 
2. 



Steps : 
I. 
2. 



Be sure to find out who 
is calling. 

On your notepad, note the 
line you are on the name 
of the person waiting on 
that line. 

Write down the caller's 
name and where they are 
from. 

Write down which line they 
are on. 

Thank caller 

Use callers name 

Let caller know that you 

are putting her on hold 

but will check back if 

necessary. 



Push the hold button. 
Make sure you know which 
line Mrs. Perry is on. 
Check with Mr. Hart to see 
if he is still talking. 

NOTE: .If the call seems 
urgent, write a note to 
Mr. Hart .telling him 
who is on the line, when^ 
they are from, and which 
line they are waiting on. / 



Push the intercom button 
Dial or buzz Mr. Hart 



BOSS, IS IN; BUT W^NTS HIS CALLS SCREENED. 

Your boss is trying to get out a very important report and does not want 
to be interrupted. However not wanting to be interrupted does not mean 
that if his boss calls him, or someone else calls that has information for 
the report he is doing that you should not put the call through. Screening 
for the boss means that some calls can be \mi through, but those calls are 
limited to only the important calls regarding the project. 



Cy LU^ Vay, ai !t " ^^ni ft fe IWt^ b^S.^ is n6t being d ishonest W is' the boss 

usually trying to show how important he is. Many supervisors and bosses 
are constantly interrupted and need ^ome peace and quiet tittie to get out 
projects that are labeled ""rush." You/can be a very impoitant person to 
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that supervisor or boss if you answer -all of the calls, make 
everyone who calls feel that the boss is not giving thfem the run 
around, and let only the calls your boss^ needs get through to him. 

The first rule is to soujid honest and sincere. ^ 

The following dialogue is just one example of hpw you can screen correctly, 



Y^m^ G 

G 



Good afternoon. Computer 
Analysis, Miss Jones .speaking 
use your own name) 



Good afternoon, Miss Jones, 
May I speak with Mr, Hart. 



You: I'm sorry, but Mr. Hart Is out 

at the moment. May I tell him 
who called? 



Caller: Yes. This is Jim Roberts. 



Steps: 

1. 
^ 2. 

Steps.: 
1. 
2. 



Steps: 
1. 
2. 
3. 



Steps : 
1. 
2. 
3. 



ROUTE : NO 



Identify office 
Identify yourself 



Listen very carefully 
Be prepared to say Mr. Hart 
is' out. But then have a 
way in mind to say that he 
just came in. 



Sound sincere 

Say boss is out 

Find out who is calling. 

This is extremely important 

because this could be a 

call Mr. Hart would like 

to receive. 

Listen carefully 
Write down the callt^rs name. 
Check it against th* people 
that your boss want s to 
hear from. 



(Mr. Roberts is not on the List 
of people Mr. Hart needs to 
, speak with) 

You: Thank you, Mr. Roberts. Would 

you like him to call you hackV 



Caller: Yes, if you would jilease. 

You: Line. Your t(^lephone nunibtM^ 

. _ please? 



Steps : 
1 . 
2. 
3. 
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Thank the ca I it{r 
Cal 1 him by name 
Ask cal let if hr v 
1 ike to be cal ii'd 



Stej^s: 

^ 1^ Indicate that you 



listening by saying ' 1 : i\e" 
(U- "al 1 right" or scnuelhing 
similar 

Ask [ox the callers tele- 
phone numbei". (Your boss 
can't eal'l hack 11 b(^ doi^sn' t 
have the number.) 



^^^Caller: 229-9328 

You: 229-9328, right? 

Caller: That isVight. 

You: Thank you for calling Mr. 

Roberts. I'll give Mr. Hart 
the message that you called 
and would like him to return 
your call. 

W ''ill^^^r; O.K. Goodbye. 



Youl 



Goodby,' Mr. Roberts. 



^tep: 

1. Repeat the telephone number 



Steps: 

1. Use the, callers name. 

2. Give him the message that 

• you will give to your boss, 



Steps: 

1 • Say goodby 

2. Use the callers liame 

3. Hang up last 



ROUTE: YES 



You: 



You: 



Mr. 


Roberts is someone 


that 


Mr. 


Hart needs to 3peak with 


Oh, 


Mr. Roberts. 1 . v 


that 


Mr. 


Hart ha«^ been vji. 


J. ^ or 


yoi' 


o call He jus^ 




nir 


I secon^ a^o; le^ j 


^ sec 




can catch him. m 






the lir;e please 1 


r 



Caller: Thank you, i'll wait. 



• ■ak:ing to Mr. Hart 

vy to ..int (M Tupt 
li t , but J i III Robert s i - on 
biiii^ . 1 told him yoi. had 
just stepptHl out but maybe T 



Mi. Halt: Oh , , t hank yop . That is a r/il 1 

have been waiting JOi. 1 ' 1 I t ?iRe 
it right now. 



'A 



eps 
1. 
2. 
3. 



t e p s : 



3. 
A. 

eps : 

I . 

2. 



Use the 
SOU.^ D HO 
Mak up 
i t ool 

out t)Ut 

efi It 
you can 
NOTK: . 
tc. det 
Ask the 
they cai 

et tM*e ^ 



th 

Uib* ' 
the 
or 



Pusi 
Wr I t 
Mr 
Pus 
Dia 

brie 1 ly 
int e i rupi 1 1 
'be 1 1 boss \ 
\A\a t 1 ine 
Ihe [W 



-cr 5 ame . 

o y , make 
Ml'! boss was 
Mil special 
it maybe . 
:b *m. 

i e the story 
long.. 
H)i ailing if 
pb- (1 on hold, 
m / mswer 
uL i.om on ho I d . 

! d nut ton . 
,/hieb I ine 
is on. 

. t ercom 

the boss 



TeTT 

U<\\\ tlie 
won ' t J* i 
il I ( t e rent 



(>oJogize tor 

/lio i s .al 1 ing and 

<'y a • on. 
"~s wb.il you nave~ 
let sV> tttat he'^ 
In ' k a 1 I ♦ ' !■ a 



^ u y . 
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TELEPHONE EXERCISE 



ARE YOU PHONOGENIC? 



Circle the 'number which best describes your telej^hone practices. Be 
.honest » now- -remember, this is to help you become more phonogenic. 

WHEN YOU ANSWER THE PHONE, DO YOU.... 



1. Know exactly how to use your instrument correctly ?, 

2. Let it ring until it is convenient to answer?...... 

3. Answer before tho second ring? 



4. Lift the receiver to silence the ring, but finish what you are 
saying before speaking to the caller?! 



5. Cut in on another ' s conversati on by -oi checking which line ts 
ringing?. 

6. Sol j-heerful and businesslike rath( han glum an disintt rested? 



7. Say 'Hellol" 

8. Announce your depar: lent name and you 

9. Ask, 'Who's callingV 



0. Pt-*^ss :ie button associated with tit' iiv 
th-; rt? eiver? 



niing 



U5.- 'Uso or Mrs. with youi name so \V - caller k 

....... 



1 ' l-ing 
how t: iddress 



Li en aL tent ivt» 
first: time he sa\ 



.ing an efl c^rC 



t;t the 



name the 
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no othtM i)oi, 1 hears and 



usua 1 to bg^M. 

r- • • - 

14. Ask queslions tacil . v, phrased as: it^i sts, n >t denhaid 



Speak mere loudly 
understands you?... 



. Knd a (m 1 1 courti^ou.'^; 



say "goodbye^' uid "thank 



yoi 



Spt 



lirectly into i v mouthpiece?^, 



7. ,Perc the phone on one shoulder if it look 
so tiuit you can do some-thing else \ ' th 



ike .1 long convt^rsation 



ymi . Kancls 



Give \ . in caller undivided a t t e'n t i oil V , 



Use -t' "hold" hutton prope r ly V . . . j(i . . . . . 
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PHONOGENIC EXERCISE . • „ 

20. Continue sorting the mail or arranging th^ filing as you talk? 



21> Talk as fst^ as possible to get finished quickly? 

22, Leave the phone lying on the desk while you call someone else to 
the phond? , 



^ 23. Have a pencil and pad ready? , , ; 

^ * 

*24. Let the caller hang tip first? 

25. End your call ,by replacing the receiver gently ?. '\ 

7 

f WHEN PLACING A CALL, DO YOU V . 

26* ^ool p the number first and have it written down in front oi; .^u 
i dial? 

27. Dia infomiatlon for a number rather than look it up in the -phon- 
book . ' 



28. Apologise if you get a wrong number? 

29. Immediately state what the cail^is about? 

30. Wait i or a dial tone before dialing?....,., 



31. Plan what you are going to say before ^ u in order to ave 

time? 



32. Check what lines are in use ani depress ct butto:i befort 
. lifting the roct^iver? , • 



33. Allow time to anWer (abgpt 10 ings)?... 



34^ Immediately identify yourself and your ol 1 iee when the called 



f)erson answers? i 



35. HavQ difficulty terminating the call whtui the business is com- 
pleted? ... 

\ * 



^6. (ilve clear and unde i\st <indab 1 1' inlc^rm. t i on 

37. Re(]uest information in such i way a- lo get the cniip 1 etc si o ry 
wlliinnt Imvinp In nu>k.> (^vt m call . sV ,., 

3Q. Have a 1 recjuenl 1 y -ca 1 I lul nuui is li: uuiik rt^leienci' 

1 1 - 
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raOMOGENIC EXERCISE. 



Page 



WHEN YOU LEAVE YOUR PHONE UNATTENDED, DO YOU 



\ 

39. Let it ring unanswered?* 



40. Ask someone to answer it, telling her how long you'll be gone and 
w^iere?. • •••• ^ ••••1 ^ 

WHEN THE PERSON CALLED IS NOT PRESENT, Yo, ^ 

41. Say, "He's notnie^rfell-^and hang up? 

42. Offer to be of assistance or take a nessage? • 

Transfer the call to someone whc may oe of assistance? 

Fill cut message form correctly. 

• ..noting date and time of'cai 

...verifying spelling ot caliei s name? . . 

...repeating and verifying ph le numbers? ....... 5. • ^ 

...repeating the messace oral 

... .riting down thf message ; it is received , 



4 Place mc sag where it will be su to be seen?.,. 

V 

4t Make eve-^y effort to be g(> nel\ 'ij)iul and ccniTi • c^us , no mat. t- 

how diflicult the caller lu beV 



4;. Get comp.ete information b^ ore h ving the HneV. 



48. Tell the .-aller, "Wait a m. utc .nc leave the ine without am 
other explanation?.- • 



49. Let the t»r wait, nc nu ' 'ler ttow it takes yo'u'-*. 



50. Report ; o the waitii. Jalltu- evciy 60 seconds to make a 
prog re s: c.port? 



I. Tell him i call you bac if it will lake longe: than a couple ol 
minutes to ind the inf t)niLition he desires? 



52. Suggest thf you call him back if. it will take more lhan two minutes 
~ find the i' — > ^itfi^L U^f^ • V'. — - r r, ; 



1 1 



• ) 



12 



PHONOGENIC EXERCISE 
Page 4 , 



WHEN TRANSFERRING A > CALL, DO YOU , 

53. Make sure that the iiers9n to j^hom ydu^are transferring the caP 
can help the caller?. . . i. ^ ^ • ^ 

/», . ' * ■ 

54. Signal the operator wiLli. rapid anu continuous depressing of receiver 
button? / ' ' 

P V- V v-v ••••• .... 

55. Explair the reason for transfer? 



56. Give caller the name of the person who will tai^k with him?..< 

IF THE FZ^ SON YOU ARE CALLING IS 'NOT IN, DO YOU 

57. Quic. ' ask zo have him call you back, give your^name and hang 
up?. ; 

5S. Lea\ message which is clear., concise, and complete? 



39. MaUi. s_re the person takinji the me ssage a records your name and 
num^r t^rrectlyV \ 



__,_u^ — _ — — ■ 
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^ ARE m PHONOGEUpt? 

RIGHT ANSWERS 



a 


3 


6 8 9 3 


11 


12 


14 , 


13 


16 18 . 


19 


23 


24 

« 


25 


^m,. 28 1 


30 


31 


32 


33 


34 -36 


37 


38 






















41) 


42 


44 45 


^7 


50 


52 


53^ 


55 56 


58 


59 




32 


- 40 right answers 




You 


arh truly phonogenlcl 








15 


-31 right answers 




. You 


are pretty good, but 














you 


need a 


little 


sprucing 














up. 













^ Below 15 You need a .oz of work. 

Work on changing your 
telephone habits. 

START PRACTICING \LL. OF THE RIGHT NUMBERS LISTED ABOVE, THAT YOU DID NOT 
CIRCLE. 



WRONG ANSWERS 



2 ^ 5- 7 13 17 21 21 22 2X 35 '39 41 43 
,48 49 5 1 5^ 57 , ^ 

STOP PRACTICING ANY OF THESE PROCEDURES f!AT YOl CIRCLED. 
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CLEAJl, DISTINCT, ENUNCIATION FOR THE TELEPHONE 



The following expressions are commonly run together into unintelligibility. 
(Try that word for an enunciation exercise.) How oft^n ^io you hear -- 
and say wonchoo, hkr'ya, jeet jet, gimme, sraornin', wanna? In a face- 
Jo-face conversation, you might get by, but on the telephone, you need to 
be absolutely clear and distinct about what you say. The sounds usually 
slurred have been underlined. Practice these phrases, being sure that 
every consonapt dnd every syllable is heard. See your supervisor feo obtain 
a cassette recorder. ^ , 



and then « 


going to 


must ^ve 


did you eat 


yet? 


an hoyp: 


had _o 


made of, 


don ' t you 




yet 


^ have to 


put them 


need to 




at all 


heard h^r 


ought to 


want to 




catch them 


idea of 


saw her 


was he 




could have 


instead of 


should have 


what did he 


do? 


for him 


kep_t i.t 


some more 


would have 




for them 


kept them 


^ tha_t one 


got you 




forget him 


great^ deal 


this one 


won ' t you 




got it , 


let^ me see 


this morning 


what do you 


do? 


give him 


let him go 


to go 


how are you? 




give iTit 


might have 


to heal 


can ' t you 
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4 

TELEPHONE PHRASES 



Practice saying the* f (^11 owing telephone phrasfes* As you practice, 
remember that you are trying to sound pleasai)t, interesting helpfuL- 
, , poised, and knowledgeable about your office • You will need to speak 
slowly, clearly, and vary the pitch of your voice. 



Youi: assignment is to: ^ 

1. Using a cassette recorder & 4i blank tape and a pre-recorded tape 
that the instructor will put on for you, record the telephone 
phrases giveit on the next page. After you have recorded the 
phrases, rewind the tape and listen to your recording. Practice 
as many times as you want. 

f 

2. Using the telephone at your desk, repeat the telephorie 
phrases into the telephone. \,Ask one person in your group 
to listen to you as you give your phrases and evaluate your 
technique. 
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. TELEPHONE SENTENCE PATTERNS * * ^ 
1. Offit:e Skills Training ^Center, (use your own name.) 

M ' f 

2* Yes. May I tell hi'm who i's calling?^ 

3. Yes. May I tell her who is cf^llihg? 

4. Thank you Mrs. Wiliiams, I ' 1 1 connect you. ^ . , 

5. Mr. Hart, Mrs. Williams, is on Line iH. 

6. Mr. Hart, Mrs. Williams, in Budget is on Line #2. 

7. Office Skills Training Center , "ruse your own name.) 

8 No^ I'm sorry but Mr. Hart is not at his desk at the present time, 

9. May I tell him who called? 

10. Thank you Mr. Burton. Would you like to leave a message? 

11. And, may I have your telephone number Mr. Burton? 

12. Thank you>Mr. Burton. Goodby. ^ ^ 

13. Office Skills Training Cent er, (use your own name.) 

14. He's on another line right now. Wduld you like'to "hold?" 

15. Thank you for waiting. May I tell him who is calling? 

16.. He's on another line right now. May I tell him who is calling? And, 
would you like to "hold?" 

17. Thank you for waiting. I ' I.l connect you now. 

18. She has someone in her office right now. G^uld she call you back? 

19. I expect her back very soon. Could I take a message? 

20. Let me repeat that telephone number please. That's Code 101, 
extension 48751. 

21. Thank you Mrs. Clayton. Goodby.- 

120 



TELEPHONE SITUATIONS 
' "WHAT WOULD YOU SAY TO THE CALLER" 

SITUATION #1 : r . ' * ' . , . . 

Boss is in but he is very busy. He will take very important calls. 
SITUATION #2; * . • 

Boss is out; he wi^ll be back after lunch. * . 

SITUATION #3: \ . 

The caller id^entifies himself. You know that the boss is. not yet 
in a position to talk with this man. You must tej.1 the caller 
something wi thou? making him think that the boss doesn't want to talk 
with him or that he is not ready to talk with him. 

SITUATION #4: 

The boss is out of town on business and iSi^ill not be back for another 
week. ' * / ^ . . 

SITUATION #5: ' 

>iK ' You are in the process of placing a call^ for your boss and both 
of the other lines start ringing. You have already reached the 
office that you were calling. ^ 

SITUATION #6: 

A man calls in a very angry tone of voice. He is very upset about 
an office matter and wants to speak with your boss. Your boss has 
stepped out of the office for the moment- but should be right back, 

SITUATION #7: • ' 

•■ I 

Your boss is on another line when another call' comes in for him. 
He has inst ructed .you that he urgently wants to speak to this 
second party when he calls. 

(Also bow do you tell your. boss that you have this Important call 
on the otheV line*?) 
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FTS QUESTIONNAIRE: C I E^Tel^phone Co,, Traffic Department, Customer Service 

1. mi^ii MAKING- AN FTS-CAJ.L, DO YOU - 

a. Check your FTS USERS GUIDE for. I^rea ' code' and number?, 
b;^ .Take a- guess at the area^codev/nd/or number? 
c- Ask scimeone in the of f iceTor the nuiViber ? 
d. . Refer to your list of frequently c£^l le'd numbers? 



IF YOU, DO NOT HAVE THE FTS NUMBER ^ DO YOU * ; 

a. Call the afe-sistance operator in the distant city? 
. - b. Call commercial information? 

c. Diat^y.our Operator and ask for the extension number? 

3. AN FTS NUMBER SHOULD ALWAYS CClNSIST OF 

a. 3 diTgits, . 

b. -A^d.igits. * 

c. More than 4 digits. ^ 

d. Any number of digits. 

4. IF YOU ENCOUNTER- A BUSY SIGNAL^ DO YOU - 

a. Hang- up and t^y again immediately? 

b. Hang^ up and follow your instructions for reaching an 
off -net ( commercial ) number? - ' 

c. Hahg up, check your number and wait ^ few minutes 
bef ore -dial ing again? 

d. Dial 100 and ask for the number? 

e. Dial your agency operator and ask her to get the 
number for you? 



5. ON AN INCOMING CALL THAT IS TO BE TRANSFERRED XO ANOTHER EXT., DO YOU 

a. Tc _ 1 the caller you cannot transfer an FTS call? 

b. Pul :ne'Call on hold and dial your agency operator^ 
or another line, tt^ ask her to traVisfer the call? 

c. F. ,sn your operator on the same line and ask her 
t* L/ansfet the call after giving the caller the 
numb^rr? 



WHEN i- W\LlNG A CONFERENCE CALL, DO YOU - - ' 
a CaH he commercial operator? 

b. Call the FTS assistance operator in one of the 
-ities to be called on your conference list? 

c. ^ial ,100? " ' " 

d. Dial yc:)ur agency operator -0-? 

e. ^all the Cc^nference Cc^ntrol Center? 



ONCE YOU START DIALINC; A NUMBER ON THE FTS NETWORK, DC) YOU 

a. Continue to dial until you reach the FTS number c^r 
veceive a rept^rt? 

b. Stc^p before you^ finish dialing to answer another call? 

1 ? ^ 
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PTS QUESTIONNAIRE 
Page 2 

8, TO. REACH AN OFF-NET (COMMERCIAL) NUMBER, DO YOU 

a. Dial your access code + the area code and number? 
^, b; Dial the assistance operator in the distant city 
and give her the number? ' ^ 

c. Dial ^our access code + 0 + the area code and 
number? 

e. Dial your agency operator? " /' 

f . DiAl 100? 



9: -IF YOU DO NOT KNOW JHE^ COMMERCIAL NUMBER IN' THE DISTANT CITY, d'o YOU 

a. Dial the FTS assistance operator" in that city? 

b. Dial loO? ' ^ 

' c. Dial 9 + area code + 555-1212? 



10. WHEN TROUBLE IS ENCOUNTERED, DO YOU 

a. ' Hang up and k^ep trying until you get the call 
* . through? 

b. Hang up and dial^ your local FTS operator 
and report the trouble to her? 

C' Hold thellne on Which trouble was encountered j 
. ^dial '^p^'^n another line and report the trouble, 

giviRg her' both Extension numbers--then wait until you 

are called back before releasing the line on which 

trouble' was encountered? 
d. Dial "0" and' ask the operator to get$ the number for 

you because you can't get through? 

•11. FTS' TROUBLE INCLUDES THE FOLLOWING cd^Dl^IONS 

a« No dial tone \^ 

b. Can't hear 

c. Can't be heard 

d. Continuous busy * 

e. Noisy circuit ' ' ^ 

f. Nothing heard after dialing * 

g. Cut off 

h. Fast busy signal - 
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ELEVEN TIPS IN 



GOOD TELEPHONE MANNERS 



Have a friendly, helpful , voice over the telephone. Have an "I do care" 
rather than "I coj^ld care less'* attitude toward EACH caller. 

Liateq carefully to the caller. Be careful about names, messages, and 
telephone numbers.* If you are not sure about a person's, name, ask for 
it to be spelled. 

Sfifeak clearly and distinctly. Think of instances when you have made calls 
and have not been able^to hear or understand the person and have had to 
have the message repeated* 

Identify the office and yourself. It helps the caller to know your name. U 

Keep a pencil and telephone message form by your telephone at all times. 

When you place a person on HOLD, don't forget about him. Return to the 
line within 30 seconds arid 9ay you are sorry to have kept him waiting. 

If the caller is rude to you, don't be rude back. 



Be careful ^bout giving out information about the whereabouts of the 
people in the office. Protect them at all times. Such expressions as 
"r donU know where he is, or He is out to lunch, or He is busy now and 
can't be disturbed*' should be avoided. The way in which you handle callers 
can reflect a faverable or unfavorable impression about your agency, 
your office, and you. / , 

Transfer calls correctly^ If it is an outside call, you can page i(|he 
operator by depressing the button that holds the receiver. Depress' the 
button slowly. ^ 

Always be pourteous and try to help the caller. ^ 
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\e A ^ctor to r a ining typfaif;^ 



test. Your ±n9m 




will tell you the time fiar the 
Exercise B. 



5-minute test,' 



Typing Teat - t iptt 4 




m t ^ ea rn e Certftf icaa»re£ Proficiency 
»er eeeuK. / ins true tor . A9fco£iciency ^ 
7 yro ee a Clerk-T^iet ander Civil 



in clees,. tell 
^ Certlitcate wi 
Service regulai 



Studx pages 135Tb l49. ""-rA^-'W 

" Envelope Chain Feeding and exol^f wltion of pleat ^h^^t 
guide sheet - Supervisor demonstration. 
Practice by cUrical assistant. 

^Envelope Ch^. Feeding - Do exercise #1 on page 151. * 

Typing Ejcfij^se #2, page 152. - 

Typing Exercise #3, page 153. ' , ' 

^Typing Exercise #4, pages 15A and 155. 

Typing Exercise #5, page 156. 

Typing Exercise #6, pages 15^ and 158. 

Typing Exercise #7, pages 159 and 160. u ^ . 

Envelope Chain Feeding - Observe demonstration on videotape. 
Take notes for your desk .manual • 



Erasing Techniques -Observe tips on videotape. Take notes 
for your desk manual. ' ' 

Typing Exercise #8, pages 161 and 162. " 

Become familiar with your US Government Cortespofidence 
M^ual. 

Study the contents. ^ . ' . 

do Exercise #9, pages 163, 16A and 165. ' 
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Accuracy , - Jfc assigned ^practio* exercises to xaprove yomr 
accuritcy. ' 

* » ". * ■ 

SESS^ - Oo iH|ilgM4 practice ;iqptci8|B8 inrtipM fwr 
•peed. 

•* 

See supervisor/instruictor for ly^ing Exercise C. 




Government style practices in preaariag letters are basically the same 
as regular business letters. You will find Siame of these rules will 
vary from^agency to agency. The Government Correspondence iianu^ 
is the reference u^ed by most Gov^ wi— f agencies. Some agencies he^ 
designed their own correspondence**^, check with your supervisor 
to see if there Is a special corr;sr^'*«ence manual for your Agency. 
When in. doubt-, you should always .a.e jte Correspondence ManuaJ . for 
guidance. ' — 

Guidelines of the various parts o± . ^ernment letter and examples 
are included below: 

1. You will btf instructed by tae supervisor on the type of 
communication- -letter, memo, rough ^^t, form, etc. For 'correspondence 
going outside your agency, you use your agency's letterhead paper f 

for internal correspondence, you use inter-oifice memoranda paper. If 
you are typing a rough draft, plain bond paper is used. 

2. Carbon copies. If you are not told the number of carbon cobiee 
to type you should ask. You will use the -copy sets" for carbon cop^ 

A copy set is a sheet of paper with a carbon attached to it The ca- _r 
• IS useJonly onetS^ime. Usually you will use cojired copy s-ts for e> a 

carbons. You should find out what color copy sezs are used and for wia- 
- purposes . 

3. Date Line. The date is not typed in if it is going to another 
office to signed. The office who sends out the letter will fill i- 
the date when it is signed to be sent out. The aaLe line, when typed' 

IS two spaces below the last line of the letterhead. The placement oi the 
date line depends upon the letter style used. Informal and Full Blo ck Style 
places the date at the left mar^gin. The Block and Semi-block, Styl e centeT^" 
the date line. ^ 

4. Inside Address,. This includes : name and address of the person . 
or agency to whom the letter is sent. 7:. . is zyped six (6) lines below 
the date. line and begins at the left-hard 't-argin. 

Attention Line. Most Govemmer ^enjies do not use an ATTENTION 
line. You write to a specific person. ou do have an attention line. 

It would be typed as follows: 

X Y Z Corporation 
ATTENTION: Mr. Bob Grant 
123 Any Street 
^ Any town, USA 00000 

The same procedure would be used when - _ :he envelope. 

6. Salutation. When a letter is addresse- . an agency or to a 
company, the correct salutation is Gentlemen. 
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18 going to a 



tlhe salotatiMiivouldJ 




18 typrtd tfio 



you ^ 



iectzXla^ This l8 usiuilly a stort* 8t^teiiie]it telling itet the 



and the flast letter 
oaiie line of typing, 



ut. It tB typed even with tile left niargln 
wor* ±8 capitalized. If It mime morf than 
icond line as follow8: I 

Designation of Meabers ^ • ' 

of the i^lgamated # \ ^^s;^.^^,.::-r ■ 

Welfare and Recreation 
Board 

Some Government letterhead statloKery aas a printed I line in the upper 
right-hand comer that says "Your refezmce.'* This would be used for the 
subject line If It Is brief . Interoffixre wios would Include a subject line, 
but regular letters do not generally have au. 

®* Body of Letter^ The message or uhe letter Is th^ body. GoveVnment 
letters are single spaced » but you always double space between paragraphs. 
There Is an exertion to the rule. Whm ix>u have a ONE pf^ragraph letter that 
Is less than ten typewritten lines, you ooubie space the b^dy. 

1 

9» Succeeding Pages. Longer letters wxll require twb or more pages. 
When you type additional pages, you numoer each page at thk left margin " 
after coming down seven lines from the zop of the page. T^pe the page number, 
then triple space and continue typing the letter. 

10. Complimentary Close and Signature Lines > The complimentary close- 
^^™erely yours, Yotars truly, etc., is typed a doubx- -^ace[below the last 
line of the body or the letter. The name 6f the pers* sighing the letter 
is -yped on the fourth line below the comolimentary cxose using the same 
lezr margin as the conplimentary close. The title is rroed^n the next line ^ 
^SLUsmlns^ the name and even with the left margin. The rour ^nes between 
t» con^^^jnnentary closirand the name allows snough soace for \the person to 

his nane. The complimentary close and the slgnarxire linfe is typed at the 
^efr margin when you are typing a lette- using the T^-^rmal artd Full Block 
letrer t ... If -^u are using the BIcck and Seml-L.-ick lettir styl< 
closing ^ -vped sz^rtlng at the csnte: zz the paper .^r at fiv^ 
of the horizontal rnnter mark on y::ur t t?ewriter. 
of how tne closing _:,ne3 should lo^» wh- ler they 
margin, az center, five spaces eft cencer. 



ar 



the 

spaces left 
ollowirig is a san^le 
vDed at the left 



Sln/c,erely yours, 



EKLC 



John Q. Public 
Director 

Public Inforraa-ion Bureau 



.3^ 



fcrln^res . If you are o^clcwilng naterlals with the letter, iy©u 
type the »rcl •*iclosure" two lines below the last line of the closing which 
xzould be tie tMLe of the writer, or the office where the writer worka. When 
res are sent, you indicate this by making the word plural and 

example.: 



several 
saying tte 



of enclosures. 



"3 



es' 



Enclosures typed at the left-hand margin of the letter. If vou have not 
mentioned s«cifically the iteraa enclosed in the body of the letter, you 
should list ^hon under the 

word/ enclosures i 

3 Fnr 1 iP—iL LL 

U.S. Gcz:7!^8pondence Manual 

EffectiAftH Revenue Writing " : - 4 

Organiz«E±Dnal Chart ^ 

There wi^I be occasions when you will send materials '»under separatee 
cover." Type Separate Cover at the left margii^^ in the same dos rion as vou 
nave typed. enclosures arid list what has been sent as illustratee above. 



12. Distribution of Copies . Letters including a notat-^-n 



means 



carbon copies lave been sent to ccher people. In Government this "cc»» 
notation is t^ed only on the carbon copies, NOT on the origxna. letter. 
The ftotation vould be typed two spaces bellow the last line on the left laargin. 
If there are no enclosures, it is typed after the signature lines. Ypu 
-^ve the original letter by pulling the paper release toward vnu and p-Uing 
^^t the.letrerhead paper. You then type the notation on t>e cn -^on cop^ and 
me remain^g carbon pack'. The ilStation would look something ^xKe this: 



i ones, BRE 
^ File^-BT 
k^ac^-i. :.le--TTC 

zfice sviBDo^s are used. 



Aft^L. .-nu aa^=^- taken the copies out of your typewriter, place a leck 
it tne _prt :: eacri line so that you wi: know which copy goes eac 
lersor 



iar 



pi---. 

^MeaoL e: i.rst carbon copy) 



o::r Jon^ , BRE 
Official ~Lle--BT 
Reading i.e--TTC 

(second carbo: ::opy) 



Johr ones, BRE 
Of .al ne--BT 
-"c ' -e--TTC 
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referaipp Itme includes the Identlf^tlori of 
. *K ^mi^T* s nmik^ the typlaet^s InttialV oid the 
*» *yped two. Una beloH she I«Bt li^e e£ the -jletter. 

• .* ' ■ • - ^ ' 

The £allo«ii«g a san^le^of a refetmce line: ' , 
TTC: .«Bmlth:abj . lO/lB/72 

Mh fl— THAT ALL GOWWNMENT LETTRS SapULD BE HEATLY TYPED. THESE 
LETTER RBmrarr YOU, iSattl supervise, YOIHI agency, AMD OUR GOVERNMENT. 



THE BEOBBK JMBSEER STYLE 



GOBRESTCNDEIICE FDRMftl 



DATE LIME: October 6, 197X 



INSIDE 
ADDRESS^ 



bo6y 

OF 
THE 

LETTER: 



Mrs. Rctte JcibBBon 

1321 Rosedai^ Street, NE. 

WaBhingtbn, DC 20003 



SALtJTAnOII: De«r Mrs. 



We need adc^iaanal informatxor remrding your claim for social 
security beaefits. 



Enclosec are ^cxni SSA-~r 'Apanlicstion for Special Age-72-Or- 
Monrrnl-r ^avpnsnts' arsd F-orm 5S«5 "Application for Social 
^.r/' Afrer ^ lave completed the forms, please 



SeCv./rit-^ Nt 

return mem snMnptiy zo 



:3fface« 



you are -Jiaole -o ruttn:;^r he information required or need 

assxstamce a^^^ase call ai c: office or notify us by mail pr 

-elephcTKe. you call ir D^»rson, please bring this letter ' 

^•z.th yc;. 



CX)MFLXMENT^iL ^IjOSE i 



Lncerely 'ol < . 



SIGNATURE LIME: ^ Thomas A. Jones 

Z^irect-:>r 



r»ccia^ Seiiuri:^ Benefits Division 

ENCLOSlML:i, . Enclosure: 

DISTRIB3^N 3F CCPIES i:::r cc be :ype original letter, only on Carlsons) 

Robert: Siituan. i£XD 

Offic-al 3F 

Reading File SAB 

REFERENCI - (not -o re ty . on orig. la -tter, only on carbons) 

LINr.: SSaB T^^one, ztic 10/ r " 



TYPING: Envelope Typing 



Certain guidelines are followed in typing Government envelopes. You 
must be sure that envelopes are ad<|ressed correctrly. Double check the 
spelling, the address, and the city, state, and ZIP. ALWAYS include a ZIP 
Code. Follow the Post Office Department's suggestions on abbreviating the 
names of the, States. 

The following 'are guidelines to help you prepare envelopes correctly. 
Read and study them carefully. 

STAMDARD SIZE El»fVELOPES * 

Set the paper guide on your typewriter at the white dot. 

2. Set your niargin or TAB stop at 70. 

3. Roll the envelope around the cylinder. Roll it down 14 lines 
after you can see it at the top of the alignment scale. 

^« Begin typing on line 14. Names and addresses are ALWAYS single 
apaced. The TAB stop at 70 divides the envelope so it is well balanced. If 
you are typing a line that is very long, it should be divided. The second 
line of the continued line is then indented two spaces to the right of 70. 
All other lines are even on the left side. 

5. Special notations such las REGISTERED, AIRMAIL, SPECIAL DELIVERY, 
and CERTIFIED are typed under the postage and fees paid emblem and are typed^ 
in all capitals as. shown above. 

6. Mailing Fabels can be prepared and used when you send mail regularly 
to certain pe^e or divisions in other Government agencies. Labels can 

be typed in ayrance and attached to the envelope quickly. 

7. WARNING- -DO NOT USE GOVERNMEI^ ENVELOPES FOR YOUR PERSONAL USE. You 
could be fined $300 for using a franked envelope. A franked envelope is one 
that has , the ''Postage and Fees Paid"- emblem in the upper right-hand -corner 

of the envelope. 

WINDOW ENVEmPRS ' 

Many Govemnlent offices use window envelopes for sending correspondence. 
This is a time saver as you do not have to type the name and address twice. 

When you use window envelopes, you should CHECK: 

1. The placement of^ the^ddress within the brackets on the stationery. 
If the stationery does not have these brackets, the inside address should be 
typed beginning. on Line 12. ^ 

2. The letter should be folded so the address will' show through the 
window. of the envelope and can be easily read. Remember, you fold the bottom 
third of the letter u£ and the top third back so the address shows through 
the window envelope. 
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TYPING: Envelope Typing Cont. 

OVERSIZED ENVEIX)PES (Usual ly a brown-yellow color) -r 

Oversized envelopes are used when you are mailing pamphlets or other 
printed materials that will not fit into a regular size envelope. Do not 
use^an envelope that Is too big for the amount of materials you are mailing 
as these envelopes would make the mailing expensive and could jam up the 
sorting machine. DO NOT put too much material in an envelope as It could' 
cause the envelope to tear open. 

snm^tiif^i'ff^" ?! oiy oversized envelopes.. The larger envelopes are 

sometimes difficult to put inot the typewriter. When usinga label, make 
sure that It is placed into the envelope straight. t^*, raaKe 
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^ 11(;PlliG: Envelopes 



CHAIN FEEDING ISNVEIOPES 
• 




FRONT FEED. METHOD 



^ I. Place your envelopes beside your typewriter.. Have the face of 
the envelope up. , ^ 

2. Clear all TABS off the (typewriter and set a TAB at 70. 
.3. Place, the paper guide at -the white dot. 

4. Place an envelope Against the paper guide. The flap of the 
envelope is toward you and. is the part rolled around the cylinder first . 

5. Roll the envelope down about lA lines after it becomes visible on 
the positioning scale. Observe the approximate position so vou do not haye 
to count the lines when you begin typing each envelope. 

6. Type the envelope but DO NOT remove it from the machine. 

7. Jloll the cylinder so the envelcipe is rolled back around the cylinder. 
Leave about one-half inch of the envelope showing. The front of the second 
envelope with the flap on top is placed in front of^ the cylinder but ih back 
of the first envelope. 

8. Roll the cylinder tbward you until the Second envelope is in the 
position to type' the address. , ^ 

^ 9. The first envelope^ and all other completed envelope^ will STACK on 
the paper table so you do not have to .handle them until you have, accumulated 
four or five -envelopes . " 

10. Continue steps 7 and 8 until you have , completed typing all the 
enveJjOpes. ; 

.\ . ^ 

BACK FEED METHOD . 

1.. Place as many envelopes as you need to at the right of your typewriter. 

2. Place the envelopes so the flaps are up and placed toward you. This* 
will be the correct'position foir placing the envelopes in the typewriter. 

3. Place the first envelVfcp-against the paper guide and roll- Ae cylinder , 
several times. Do not -roll it into typing position ; 

4. Take a second' envelope, place it against the paper guided' Place the - 
envelope in front of the first envelope so it is resting on top of the first 
envelope. / 

5. Turn the cylinder now a few times, 

6. Place a third envelope against the paper guide and on top of the ' 
second envelope., " 

7. Turn the <:ylinder again. ^ 

8. ,Type the first envelope after it has been rolled to the correct 
position (down 14 lines). 

9. Do not remove the^ first envelope until you have placed .another 
envelope into position, f / 

10. Turn the cylinder knob until the second envelope is ready to be typed. 

11, Follow these steps until all the envelopes have been typed, 

13,5 
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lYFlK: Fesparing Envelopes 



Preparing eBRrelopes is very •in5)brtant to your office and to the Post Offipe 
^kpart■eat. Accuracy is a MUST so that" the mail can be* processed quickly^ 



TiMif Post Office Djepartment has authorized the following two-letter ab'brev^ationi 
for the Onited States. These abbreviations are typed in capital letters. ' ^ 

Use CLitese abbreviations when typing envelopes: ' . 



Alabama 


JVL 


_^ MontAnfl 


MT 


AlasKa ' 


AK' 


' NebT'A<;lffl 




Arizona 


AZ 


Nevada 


''NV 

ll V 


Arkansas 


AR . 


New Hflnin<;h'i rp 


NH 


California 


CA 


New Jersey 


NJ 


~~ Colorado 


CO 


New Mexico 


Wm 


Connecticut 


CT 


New York 


NY 

' li X 


Delaware 


DE 


^ North Carolina 


NC 


District of Columbia 


DC 


North Dakota 


ND 


■^lorida 


FL 


Ohio 


' OH 


- eorgia 


GA 


Oklahoma 


OK 




GU 


Oregon 


OR 


Hawaii 


HI 


Pennsylvania 


PA 


Idaho 
lillnoiil 


ID 


*Puerto Rico 


PR 


IL 


Rhode Island 


RI 


Indiana 


IN 


South Carolina 


SC 


Iowa 


lA 


South Dakota ' 


SD 


Kansas 


KS 


Tennessee 


TN 


f<^entjcky 


KY 


Texas 


* TX 


-ouisiana 


LA 


Utah 


UT 


Maine 


ME 


Vermont 


VT 


Maryland 


MD w 


^ Virginia 


VA 


Massachusetts 


MA 


^Virgin Islands 


VI 


Michigan 


MI 


Washington. 


WA 


Minnesota 


MN 


West Virginia 
Wisconsin 


^WV 


Mississippi 


MS 


Wl 


Missouri 


MO 


Wyoming ' , 


WY 



Other territorial divisions 



136 



1-45 



V 
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PLEAT SHEET SAMPLE 
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7 

8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
22 
23 
.24 
25 
26 
27 
28 
29 
30 
. 31 
' 32 
33 
34 
35 
36 - 
37 
38 
'39 
40 
41 
42 
43 
44 
45 
46 
47 
48 
49 
50, 
51 
'VI 
'j3 

5!} 
56 
57 



TirPXNGt Preparing Envelopes --Exercise #1 

PREPARE ENVELOPES WITH CARE ^ 

Directions: Follow the new directions for preparing envelqpes. 
need to refer to the booklet "Prepare With Care," please do it, 
the new format listed in that booklet. 



If you 
Follow 



Address ther following envelopes, 
for typing envelopes. 



^ . " -^ / J • . "■ 

Use the front feed or the back feed method 



Mr, Richard Berman 
^7438 Chilum Place, NE. 
Washington, DC 20031 

Mrs* Ferhard Meiser 
.5813 Mt. Pleasant, NW. 
Washington, DC- 20037 

Misg Joyce Robinson 
8203 Ft. Davis, SE. 
Washington, DC 20001 

Mr. Anthony DelRosso 
* 7382 Leesburg Pike 

Falls Church, VA 22214 

Mrs. Margaret Baker 
9329 Custer Avenue 
Bakersfield, CA 93304 

Mrs. Betty Bennett 
121 jEast Main Street 
Lexington, KY 40506 

Mr. Sam Jones 
3827 .Avon Road 
Canby, MN 56220 

' Mis's Beverly Jackson 

220 MarJlfet Street 
. Dover, DE 19901 



Mrs. J. C. Smith 
5663 Grand Avenue 
Enq)oria, KS 66801 

\ 

Mrs. B. W. Eames 
543 Main Street 
Deerfork, II) 83702 

Miss Jackie Everett 
Delta, UT 84624 



B and B Supply Company 
11 Li ncoln Drive South 
Detroit, Ml 48230 " 

Mr.' Charles Allen 
145 St. Mark Strfeet 
Batton Rouge, LA 70806 

Mr. John Sweetwater 
Helena, MT 49601 



Mrs. "Kevin Bruce . 
Evans ton, WY 82930 



Mr. James Black 
1^41 Western Avenue 
Springfield, VA OllOO 
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TYPING: Exercise #2 



Type the following letter in full^Block style to: 

Miss Susan Evans ^ . 

Department Iff Interior 

Room 17A2 > . ' ^ 

1800 E Street, NW. ^ ^ ^ V \ 

Washington, DC 20415 

Dear Miss Evans: 

Thank you for accepting the invitation to talk tq the secretaries about 
"The Image of the Government Secretary." You are to talk on June 5, i97X, 
from 1-2 p.m. The room. number is 4213 of the U.S. Civil Service Commissio 

Aft we had discussed on the telephone, you might want to cover some of the 
fol^lowing areas: 

1. Proper telephone techniques 

2. Meeting and greeting office visitors 

3. Office protocol! 

4. Appearance and grooming 

5. - Attitude and getting along with others ^ ' . 
I know you will do a fine job and the secretaries will en jo^meetirtg .you. 
Call me if I can help you. 

Sincerely, * 



(Mrs.) Beverly Johnson 
Associate Director 
Communications and Office Skills^ 
Training Center 



140 



TYPING : Exer c i se f/3 



Directions: Type the following letter making all of the necessary 
corrections. Type three carbon copies, one white, one liink, and one ^ 
yellow. File the white copy in your file, and turn in the pink and 
yellow copy with the X)riginal, You also need to type an envelope for 
thd letter. 



(leave room for date) 



Miss Margaret Jefferson 

2748 Custer Avenue , ' • 

Bakersfleld, CA 93304 / . ' 

Dear Miss Jefferson: 

Thank you for your letter of May 22, 19XX with reference to your desire to 
gain employment with our agency. 

As a first step, I would suggest that you complete a Form 171 immediately. 
A Form 171 is an employment form that may be obtained at any U.S. Post 
Office. After you fill out the form, please send it to me. 

You should arrange to take a Federal civil service ex^ination for 
secretaries . They are given periodically in anO^M^^^d Bakersfield several 
times during the year. The e^^amination is no Kteryj^ difficult and you 
will receive some sample questions when you apply to take the exam. 
These questions will help you prepare to take t^he exam. 

lam happy to hear^qgg^^^g^ to work in Washington, D. C. and ^^^^^^/c^£^ 
( p H) ad miro blo a ln^ ^oi ' vi Tr u your country in one of our Embassies 

' Senifi 

If I can assist you further, please feel free to contact me at any time. 

Sinqerely yours,. 



Phillip J. Moody 
Director 

Mexican-American E<:ducat:ion Study 



Ui 
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!^IM6: Ewrqise #4^ 



' APPLY WITH CARE 



Assume that you are about to complete this course and you are 
ready to apply for a clerk^typlst position. You will need to 
have a SF 171 prepared. In addition to the SF 171, y6u may need 
to prepare a fetter. This exercise requires that you compose a 
letter applying for a job as a* clerk-typist in my office. 

The job involves many of the activities you have b^en doing and 
practicing In Offifce Practice. Accuracy and f^ood typing techniques 
are essential . J • . 

Your classmates are applying for thp samr ?->b.. Otherwise, you < 
are competing with them for this pc^^ti You will need to 

convince me that your baci^round , e^ ^per x- ^ and qualifications 
matce you the person, to be nlred. 

^ The letter should be addressed to ^-verly Johnson, Associate 

Director, Office Practice , Departmen omas Circle at 14th Street, 

Washington, DC^ . 



4 



142 



. , STANpARD FORM in 

i»ping Exercise ^^^^^j^^ QUAUFICATIONS STATEMPIT ^^"at^s^gigr 





ft. Aooouacemeoc No. 


d 'OpdM fijr whkH you vitb eo be coandticd Cif iim^ im sm 
• 




D. Pirimify pbcs<») you wish co be employed 

Washington, DC 


2. Home pbooe (imimdim^ Ans OdtJ 

202-632-0110 


y Office pbooe (imclmdiHg Ans C$dt) 

202-632-6047 



^md A4ldfeM 



rZ-w^y r'''"/; (Mi4MO (Msidm, if my) □ Mr. t] Miu □ Mn. 
Idien ^/'wr. City, snd ZIP CtdtT^ ^ lJ 



Smith, Jane L. 
' loio Perr^ ' Street ,^ NE . 
Washin'gto^^ , DC .20017 



). UftJ or vooQ^midence (Stst9) 

District of Columbia 


6. Hmftc without shoes 

, ..'"^ 


'7 Weight 

120 bs. V * 


8. Birdipbcc < Sr^, or ftttfn 

Danvil-::! , Virginia 




9. Binb date mmttt^ day, ymr) 

6/2/4: 


10. Social Security ^Lccount Nujuoer 

001 1 , 7( 1 . 002 


11. If you haw «v«r been employed by the Federal Government 3 s civilian, give you. 
last cUuituacon series, grade, and job ctcle. 


301-^S-4, Clerk-Ty4}lst 


Dawi of service, in that grade 

1/6/73 , To 


Present 


12. If you are currently on a list of eligiblet for appointment to a Federal position, giTc 
die name oi the announcement, the name of the office maintaining the list, the ^te 
00 your notice of racing, and your racing. 


N/A ^ 





13. Lowest pay otf grade you will accept 



PAY 

per year 



13. Will you accept temporary employinent for 

( AcctftMmn or r^-^^, >,f — > Tnjnth or less? 
tmpfmry tmplo wtll 

mt affKt ycttr - .i^non — ^ months? 

— 4 to 12 months?. 





GRADE 


-OR 


4/5/6 



YES 



NO 



14. When will you he 
avaiUbie?^ 

2 weeks no ^ 1 '-^ 



DO NOT WRITE IN THIS BLOCK 

, POR USB OF EXAMINING OFFICE ONLY ' 


□ Apppr 
n Nooappor. 


NUcerial 

n Submitted 

PI Returocd 


Eotmd Rcgitttr: 


a 

1 


Noaciooa: 


NOUN< 


Form Reviewed: ' 
Focm Approved: 










w 


Option 


Grade 


Earned 
Racing 


Ptefercnoe 


Aug. 
Raung 


I 








1— 1 5 poina 










1—1 10 Points 
LJComp.Dis. 




7 

1 








(—1 Other 
l-J 10 Points 












D 




- 

ATCME 








n Being 
1— ' Investi- 




NTNC 


Initials and Dace 






gated 






THIS SPAC FOR USE OF APPOINTING OFnCER ONLY 
Preference ha een'veriAed through proof chst the separation was 
uncier honoratnr condicioos. and other proof as required. 

n 5-Pt- lO-Pi. Corap. Disab. lO-Ptf*Other 


Signature and Title 


Agenqr ' 


pate 


LJ Refer for medical action 

J 



16. Whcrr . . Jb;' 

Washington. D.C. 

Any pii^ ' in thf \ 'mted Sutes 

_Outsi(i" the L uted ^taii' 
_Only 11 if>*cify . 



YES 



NO 



r9.. VETERA> KHFERENCE. Answer i\\ parts If a pan do« not apply to v: answer No 



17. Will you accept less than full time work.^ 
Last than 40 hourt pft wttk ) ^ Yes No 



18. Are you willing to travel? /'C/»<ri ortt) 



NO 



SOME 



X 



A. Have you ever served on active duty in the United States military servue? (Ej^IuJ, toun of a^nvf duty for tratnmg a, a mtrvnt or CuarJnnan ) 
"'^^T^bVe^'T^^f^^^^ t:^:^.:^r^:^^^T any such discharge .^anM 

If'Ytf," g$pe JttMli m Ijtm i? 

C Do you claim 5'poiht preference based on active dury in the armed forces? 

IfYti," ycu will bf rtqiitrtd /a fiimtlh r«ccrdj to lupfx^ri yo«r d^m at ih limt yen art jppomitd. 

D. Do you clum 10> point preference? 



OFTEN 






Y« 


N 


0 




X 




X 




X 




X 



lf 'Y,sJ' cht<k rrpo ofprtfrrtn,, dam.d and .ompUu and Mia^h Standard Firm n ■ Clasmjor lo po.n, I'^tfran Prr/,r,nc,. to^,r uuh ih, proof^alJ:!}: 
tn that form TYPE: □ Compensable disability □ Disability Q Wife □ ^'"^o* □ M^^ther 



E. List Date*, Branch, and S<>nal or Service Number of AU Active Service r Enttr V ,1' // not a'ppluahl, ) ' 
^^^^ ' To Branch of Vrvae 

N/A 



serial <->r Scrvuc Numt^r 



THE FEDERAL GOVERNMENT IS AN EQUaL OPPORTUNITY EMPLQYFR, 
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Standard Form 1^1 
'September r)"l.l.'S C'»\il "^cin ix r (\)nimi^Mt)n 

.ri-*oi ,33^ 



TYBIHS: Exarcisa #S 



>Ju4fu^ hUmjo^ JUM^ om:Uu Ujjjl, 

"f)Lu4. I4atiu lfY\oM^ 
;yUuiu , FL coooi 

Ow^ ftiaxLOOt ts.<ttiu^ Ya^o<Vva4K^ i/^u Scu^ Cdtu . ^J 
Don. CacuAc irYvaliAx*aio dUa. jLuu^ pSUuuij. Wt)uK>€A?, 

n^axu.-2[Jla^ ^ (54<^v^ 

Cnuv6.\ fijt.'V^wxj dd^Uu^ 



nPING: Rough Draf t Lettei^-- Exercise #6 ' 

Directriofis: Fleasy type this memp with 1 yellow, '^green, and 2 <>hltes. 
File one lAite cj^y in your file and give your instructor the origixtal 
and carbtm copies. « ^ 



JluL t&WNdAXxjfto OmJL ix^TLL MiiAj O^u-ttu OAA. rvoto 
dbiadi' r\i^^ CCL^cjula !IjUXjl(L uukAaaj ''SitLi/o 

J 
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TYPING: Rough Draft Letter— Exercise yA6 '( continued) t 

* ■ . ^ ■ 

MU) A i'o jL --Wtuu ^i^tpb djuiju-^ ^ ; d^iUttixa 
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Typing: Exercise #7 

\ TABULATION 

Some of your typing will require typing materials in columns. When you know that 
you have to t^pe materials in table form or in columns, you should plan ahead. 
You want to make sure that the material is balanced vertically and horizontally 
on each page. 

Here is a step-by-step outline of how to figure the vertical placement .of a 
problem: < . v • 

1. Count the number of lines and the spaces between the lines. 
. Between a major heading 'and the subheading, you 

. should triple space. Between sbbheadings and 
the body of the information, you leave a double 
space. The body of the information should be 
single spaced if you have more than ten lines.. , 
It is better to double space if you have less 
than ten lines. 

I 2. Subtract the total number of lines and the spaces between 

the lines from 63. Divide this number by 2 and drop the 
fractions. This will tell you the number of lines you will ,15^ 
leave blank at the top of your paper. Be sure to start 
counting the lines after you can' see the top edge of the 
paper as it rolls around, the platen. 

Horizontal Centering 
1- Clear all your tab Stops. 



2. 



^4. 



Count the number of strokes and spaces between words in the 
j ^Qnges t line of each column . 

Decide how many spaces you want to leave between each column. 

Add the total number of strokes in the longest line of each ' 
column and ^he spaces between the columns. 



5. Move your carriage to the center point on your typewriter. 

6- Backspace one space for "every two strokes of this total In 
• number 4 or divide tK'e total in number 4 by 2 and backspace 
that number of times. ^ 

7. Set the left margin at this point." 

B. Space forward'the number of spaces in the longest line (>f tht 
firs^t column plus the number of spaces between this column. 

Set a tab stop. 

Continue with the same steps given in 8 and 9 until all tht 
tab stops have been set. 



9, 
10. 



II. Return carriage. Use TabulatoV'control Key t-^ check rarh tab 
stop. ^ .v^ 

' • / v. 



TYPING: Exercise #7 



» ■ , 
DIRECTIONS: Type the following table. Leave 10 spaces between columns. Triple 
space between the main heading and the subheadings. Duublb apace, 
between the subheadings and the body of the table.. Single spatce 
the body of the table if it has more than 10 lines. Double 6pace 
for less than 10 lines. 



TABULATION EXERCISE 



Column 1 


Column 2 


Column 3 


Agency 


Messenger 


Voucher 


Government 


Clerk 


Form 


Office 


Typist 


Reouisition 


Department 


Secretary 


Suppl ies 


Bureau 


Stenographer 


Serv ices 


Division 


Keypuncher 


Letters 


Federal 


Receptionist 


Memorandums 


Branch ^ 


Examiner / 


Examinat ions 



V 



r 
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TYPING: Exercise #8 , 

■ , ^ # 

, ARRANGE WITH CARE 

^ You are to type this table on a full sheet of paper. It should be arranged 
vertically and horizontally. There are 63 vertical lines on a full sheet 
of paper. Count the' number of- lines of typing with spaces between the lines 
and subtract from 63. Divide this number by 2 and begin your heading on 
this line. To arrange materials so they are spaced correctly across the - 
,page, you count the number of strokes for the longest line in each column. 
Decide on the number of spaces you can leave between each column. Add all 
of these numbers together and subtract from 95. Divide the answer by 2 
Set the left margin at this point. Add the longest' line of the first column 
plus -the number of spaces between each column. Set a tab at this point. 
Take the second qolumn's longest' line plus the spaces between the column 
and set a tab at this point. Continue until you have set, your tabs for 
all columns. 

The heading is typed in all capitals and centered . .The heading is United' 
States Civil Service Commission Regions. > 

The subheadings are typed a triple space be>]>w the main heading. These 
sub-headings afe typed in capital and lower case. There are five sub- 
headings. Column 1 is Region, Column -2 is Headquarters, Column 3 is ^ 
Telephone Number, Colunln; 4 is Regional Hour s- -AM-PM, Column 5 is Washington 
Time'-" AM" PM. / 

This following informatidn is not arranged horizontally or vertically. 

It is set up in the order in which the information is typed in the columns. 

Do not copy it the way it. is typed on this page. 

AT Atlanta Merchandise Mart 
240 Peachtree St. , NW. 

Atlanta, GA 30303 404-526'fExt . 8:00-4:30 8:00-4:30 

BN Post Office and Courthouse 

Bldg. ^ 
Boston, MA 02109 617-223+Ext. 8:30-5:00 8:30-5:00 

CH Main Post Office Bldg. 
433 West Van Buren St. 

Chicago, IL 60607 312-353+Ext. 8:15-5:00 9:15-6:00 

DA 1114 Commerce Street 

Dallas, TX 75202 214.749+Ext. 8:00-4:40' 9:00-5:40 

DE Bldg. 20, Denver Fed. Center 

Denver, CO 80225 303-2.33+Ext . ,8:00-4:30 10:00-6:30 



NY .Federal Bldg. Fed. Plaza , 



New York, NY IOOO7 212-264+Ext. 8:30-5:00 8:30-5:00 

149 ^ 
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215-597 +Ext. 



206-583+Ext. 



n CttMoohbuse, Second & 
\. Clfiestnut St 8. 

Philadelphia, PA 19106 

SB 3mu^ Federal Office Bldg. 
Seattle, WA . 98104 

SF Fecteral Bldg*, Box 36010 
45C Golden Gate Ave. , 
San Francisco, CA 94102 '415-556+E5^t . 

SL 1256 Federal Bldg. 
1520 Market Street 
St. Louis, MO 63103 



8:15-4:45 



8:00-A:30 ' 



8:00-4:30 



314-622-fExt. - . 8:00-4:30^- 



8:15-4:4^ 
11:00-7:30 



./Ll:00-7:30 



9:00-5:30 
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TYPIMG : Exer ci se //9 



' ' US GOVERNMENT CORRESPONDENCE ^ 

MANUAL REVIEW 

For this exercise, please use your "US Govearhmfent COtresponderice Manual." 
You are to 'find the' answers and note where you found them. 



QUESTIONS 



ANSWERS 



Part Page Para 



1. What complimentary closings shall I 
use in a letter to the President of 
the United States? * 

2, What w6rd9 do I capitalize in, a 
"Subject" line of a letter of memo? * 

,3, Do I hyphenate such terms as "multiple 
purpose usep," "law abiding citizen, X* 
and "guided missile program"? 



A* When enclosures are not mentioned^ in 
the body of the letter, should they 
be listed below the text of the letter? 

5I What salutation do I use in a letter to 
the Chief Justice of the United States? 

6, How would I type December 3, 1972 in a 
telegr-am? 

7- How do I punctuate tfils sentence? 

"Please send us pencils pens paper and 
paperclips" ^ 



8. 



9. 



I am typing at my right margin and need 
to divide the word "remitted." How do 
I divide it? 

How do I type the nuipbers in this 
sentence? "You wild observe that the 
sword is 1 old fashioned, 2 still sharp, 
and 3 unsually light for its size." 



10. Shall I type today's date on this letter 
*which must be signed in another office? 

11. ^ Do, I hyphenate such terms as "7 hour day' 

and "24 inch ruler"? 

12. Whe'p would I type mailing instructions 
such as '"Airmail," "Special Delivery," 
or "Registered" on the face of the 
letter? 
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^ W that M 4tt sending ^oM 

; i-^ast^^:-^- w-i»t 1^ Im thil Uttir? 

R^'' ■ ■■ •■ 

iiii^A. I find in the dictionary that the wor4 

'^percent" is spelled ways: "percent" 
C; and "per cent." Which of these spellings 
aa I to use in official Government letters? 

Jfe I type "five reconmendations" or 
^•5 reconraendations"? 

10* To be visible in a window en ye 1 ope » no^ 
line of the address should be longer than 
. Inches? 



17. Which is correct in Government correspon- 
dence: "U.S. Government!.' or United^ 
States Government"? • 



18. I type "cc" on the or^ifial page of a 

rivotfon o£ copies? 



letter to show the distrj 



19. How do 1 type the ZIP Code on the 
envelope? 

20. Should the word "states" be cai^italized in 
the following sentence? "He has done 
considerable traveling throughout, the 
North Atlantic states*." 

21. The last typewriter line on each letter 
should show the identification of office,' 
writer axxi typist. 

i. Does t;hi8 line appear on the 
original copy o^ the letter? 

b. Do 1 use the writer's complete 
name? 

c. Do 1 put my own initials if I 'am 
. the typfsti? ^ " 

d. Are my initials capitalized? 

e. Do 1 type ,the date 9n this line? 



12. 



13. 



The "U.S Government Messenger Envelope" 
is commonly referred to as the "Holey 
Envelope." When do you Cise this type of 
envelope?^ 

Does "The Formal Letter" style have the 
date, inside address, salutation, amf 
complimentary close all starting on the 
left-hand side of the page? 
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to 1 ctfj^iWlM the daM0 of th« 

^ ^"1251' 11^ inside or outside 

"quotation m^rks? 



4' 
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GPO 8S0-434 



CST 25-PB02 (9/72) 
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